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TO ALL PARTIES:

Enclosed please find the recommendation of Administrative Law Judge Jane Rodder.
The recommendation has been filed in the form of an Order on:

QWEST CORPORATION . SECTION 271
(PERFORMANCE ASSURANCE PLAN)

Pursuant to A.A.C. R14-3-I 10(B), you may file exceptions to the recommendation of
the Administrative Law Judge by filing an original and ten (lo) copies of the exceptions with
the Conlmission's Docket Control at the address listed below by 4:00 p.m.on or before:

APRIL 15, 2002

The enclosed is NOT an order of the Commission, but a recommendation of the
Administrative Law Judge to the Commissioners. Consideration of this matter has tentatively
been scheduled For the CommissionS Working Session and Open \/Meeting to be held on:L

TO BE DETERMINED

For more information, you may contact Docket Control at (602)542-3477 or the Hearing
Division at (602)542-4250.
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l BEFORE THE ARIZONA CORPORATION COMMISSION

2 WILLIAM A.MUNDELL
CHAIRMAN

3 JIM IRVIN
COMMISSIONER

4 MARC SPITZER
COMMISSIONER

5

DOCKET NO. T-00000A-97-8238
6

DECISION NO.
7

IN THE MATTER OF u. S. WEST
COMMUNICATIONS, 1NC.'S COMPLIANCE
WITH SECTION 271 OF THE
TELECOMMUNICATIONS ACT OF 1996.

ORDER
8

9
Open Meeting

, 2002
Phoenix, Arizona

10

BY THE COMMISSION:
11

12
Having considered the entire record herein and being Fully advised in the premises, the

Arizona Corporation Commission ("Commission") finds, concludes, and orders that:
13

FINDINGS OF FACT
14

15

16

17

18
The

19

The Federal Telecommunications Act of 1996 ('"1996 Act") added Section 271 to the

Communications Act of 1934. The purpose of Section 271 is to specify the conditions that must be

met in order for the Federal Communications Commission ("FCC") to allow a Bell Operating

Company ("BOC"), such as Qwest Corporation ("Qwest" or the "Company"), formerly known as US

WEST Communications, Lnc. ("US wEsT")' to provide in-region interLATA services.

conditions described in Section 271 are intended to determine the extent to which local phone service
20

2¥

22

23

25

26

is open to competition.

The FCC has emphasized the importance of four key components of any Section 27 l

application: 1) open participation of all interested parties, 2) independent third patty testing; of

operation support systems ("OSS"), 3) design of performance measurements and standards, and 4)

adoption of performance assurance measures which create a financial incentive for post-entry Section

271 compliance.

3. In Arizona, Qwest has proposed a Performance Assurance Plan ("PAP") as a post-27 I

28 For purposes of this Order, all references to US WEST have been changed to Qwest.I

24

27
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I

2

approval monitoring and enforcement mechanism. The Qwest PAP requires specific levels of

wholesale performance as determined by performance measures and assesses financial liability for

3 failure to meet the standards.

4

5 Performance Assurance Plan.

6

7

8

9

10

11

13

14

15

16

17

18

19

20

Section 271 does not contain an express requirement that a BOC implement a

The FCC does not require such plans and does not impose

requirements for their structure if a state adopts one. The FCC has stated that it will review

monitoring and enforcement mechanisms developed at the state level "to determine whether they fall

within a zone of reasonableness, and are likely to provide incentives that are sufficient to foster post-

entry checklist compliance."2

In its review of monitoring and enforcement mechanisms, the FCC focuses on the

following characteristics: l) potential liability that provides a meaningful and significant incentive to

comply with the designated performance standards, 2) clearly articulated, pre~detei'mined measures

and standards, which encompass a comprehensive range of canter-to-carrier perfonnancc, 3) a

reasonable structure that is designed to detect and sanction poor performance when it occurs, 4) a

self-executing mechanism that does not leave the door open unreasonably to litigation and appeal,

and 5) reasonable assurances the reported data is accurate

6. A Performance Assurance Plan is an important monitoring and enforcement

mechanism for ensuring that the BOC will continue to meet its Section 271 obligations after it

receives a grant of such authority.

On June 12, 2000, the Commission issued a Procedural Order that established infer-r
.f'

21 alia a collaborative workshop process to evaluate backsliding and penalty issues. The June 12, 2000

22 Procedural Order directed Staff to file proposed findings of fact and conclusions of law after the

23 conclusion of the workshops. The parties were directed to file additional or revised findings and

24 .conclusions within ten days of Staff filing its proposed findings. Staff then Files a Final

25 Recommended Report. For undisputed items, Staff submits its Report to the Commission for

26

27

28

2 Application of Bel! Arlanrfc New York fbr Auf/wrz'zan'on Under Section 27/ ofzhe C`omrnunzc¢z1zot1s Ac! to Provide ln-
Region, Inter-LA TO Service in the State of New York, Memorandum Opinion and Order, CC Docket 99-295, at Para 433
(December 22, 1999) ("Be11 Atlantic New York Order")
3 Id. At Para. 433.

12

4.

5.
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1

2

3

4

5

consideration at Open Meeting. For disputed items, Staff submits its Report to the Hearing Division,

with a procedural recommendation for resolving the dispute.

8. In September 2000, Qwest submitted a modified Performance Assurance Plan

("PAP") that was patterned after the PAP submitted by Southwestern Bell for the State of Texas and

approved by the FCC.

6

7

8

9

10

11

12

13

14

A total of seven workshops on Qwest's Arizona PAP were held in 2000 and 2001.

The first workshop took place on July 13, 2000 at the Commission's offices in Phoenix. Present at

the workshop were Commission Staff and Commission consultants Doherty & Company ("DCI"),

Qwest, Alltel, GST, WorldCom, Lnc. on behalf of its regulated subsidiaries ("WorldCom"), Z-Tel,

SBC Telecom, Southwestern Bell Telecom, Eschelon Telecom, Inc., Electric Lightwave, Inc.

("ELl"), Cox Arizona Telecom, Inc. ("Cox"), e-spire Communications ("e-spire") and the Residential

Utility Consumer Office ("RUCO").

10. The second workshop on the PAP took place on July 25 and 26, 2000, at the

Commission's offices in Phoenix, Present either in person or telephonically were Staff, DCI, Qwest,

15 WorldCom, Z-Tel, Eschalon, ELl, Alltel and RUCO.

16 11. The third workshop on the PAP took place on August 22 and 23, 2000 at the

17 Commission's offices in Phoenix. Present either in person or telephonically were Staff; DCI, Qwest,

18

19

Worldcom, Z-Tel, Eschalon, ELl, SBC Telecom, Southwester Bell Telecom, PacTel, Alltel, RUCO,

and Kelley Drye & Warren LLP.

12. The fourth workshop on the PAP took place on October 17 and 18, 2000, at Qwest's

21 offices in Phoenix. Present were Staff, DCI, Qwest, WorldCom, Z-Tel, SBC Telecom. Cox and

20

22 aspire were present telephonically on the first day of the workshop.

The fifth Workshop on the PAP took place on December 18 and 19, 2000, at the23 13.

24 Commission's offices in Phoenix. Present were Staff, DCI, Qwest, WorldCom, Z-Tel, SBC

25 Telecom, Coved and RUCO.

14.26

27 Phoenix on February 5 and 6, 2001.

The sixth Workshop on the PAP took place at Hewlett Packard's ("HP") offices in

Present were Staff, DCI, Qwest, WorldCom, Z-Tel, SBC

28 Telecom, Sprint Communications Company ("Sprint") and the U. S Department of Justice.

I

I

I

i

9.

3 DECISION NO.
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The seventh and final Workshop on the PAP took place at HP's offices in Phoenix on

2 April 2 and 3, 2001. Present were Staff DCI, Qwest, WorldCom, Z-Tel, and SBC. Cox participated

3 telephonically.

1 15.

4 16.

5

6

7

8

9

10

11

During the fifth PAP Workshop, the parties agreed that the PAP approved by the FCC

in SBC Telecom, lnc.'s 271 Application in Texas would be the foundation for Qwest's PAP in

Arizona. Throughout the Workshop process, Qwest revised and modified its proposed PAP. On

May 10, 2001, Qwest, and Worldcom and Z-Tel jointly, filed Briefs on the remaining disputed

issues. Qwest and WorldCom filed Reply Briefs on May 24, 2001 .

17. After the Arizona Workshop process had concluded, Qwest modified its PAP during

the Regional Oversight Committee ("ROC") Workshop process. Qwest discussed the changes in its

Reply Brief and offered to include the ROC changes in the Arizona PAP.

12 18.

13

On July 6, 2001, Qwest filed a revised Arizona PAP based on changes made in the

ROC. A copy <>f Qwest's proposed July 6, 2001, PAP is attached hereto as Exhibit A, and

14

15

incorporated herein by reference.

19.

16 20.

WorldCom filed a Response to Qwest's Revised PAP on July 26, 2001.

On October 29, 2001, Staff tiled its Proposed Staff Report on Qwest's Performance

17 Assurance Plan ("Proposed Findings").

18 21. WorldCom and Qwest Bled Comments on the Proposed Findings on November 8,

20 22.

21

19 2001 and November 9, 2001, respectively.

On December 24, 2001, Staff filed its Final Report on Qwest's Performance

Assurance Plan ("Final Reporl"). A copy of the Final Repeal is attached hereto as Exhibit B, and

22

23

ineoqnorated herein by reference.

23.

24 24.

On January 8, 2002, Qwest and WorldCom filed Comments on Staffs Final Report.

No party requested a hearing on disputed issues. We find the record sufficiently

25 developed to resolve the disputed issues relating to the PAP .

26 PAP Structure
I

Qwest's proposed July 6, 2001 PAP is a two-tiered self-executing plan. Under the

28 terms as proposed by Qwest:

27 25.

4 DECISION NO.
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1

2

3

4 •

5

6 •

7

8

9

10

11 •

12

13

CLECs receive Tier I payments if Qwest does not provide parity between the service it

provides to the CLECs and that which it provides to its retail customers or if Qwest fails

to meet applicable benchmarks.

Qwest makes additional Tier II payments to the state if Qwest fails parity and benchmark

standards on an aggregate CLEC basis.

Performance measurements are given different weightings (high, medium, low) to reflect

relative importance.

Payment is generally on a per occurrence la set dollar payment times the number of non-

conforming service events), for performance measurements which do not lend themselves

to per occurrence payment, payment is on a per measurement basis (a set dollar payment).

The amount ofTer I payment also depends on the number of consecutive months ofnon-

compliant performance (payments escalate the longer the duration of the non-conforming

performance).

14

15

16

Qwest's proposed Tier I dollar payments are set forth in Table 2 of the PAP:

Table 2: Tier I Payments to CLECs
Per Occurrence
Measurement Group Month 1 Month 2 Month 3 Month 4 Month 5

17

18

High
Medium
Low

$150
$75
$25

$250
$150
$50

$500
$300
$100

$600
$400
$200

$700
$500
$300

Month 6 and
each f0Mlowing
S800
3600
58400

19 Per Measure/Cap
Measurement Group Month 1 Month 3 Month 4 Month 5

20

21

22

High
Medium
Low

$25,000
$10,000
$5,000

Month 2

$50,000
$20,000
$10,000

$75,000
$30,000
315,000

$100,000
$40,000
$20,000

Sl25,000
$50,000
$25,000

Month 6 and
each following
$150,000
$60,000
$30,000

23

24

25

26

The PAP relies on statistical scoring to determine whether any difference between CLEC

and Qwest performance results is significant (not attributable to simple random

variation). Qwest proposes using a modified "Z-test" to evaluate the difference between

two means (for example, Qwest and CLEC service or repair intervals) or percentages

(Qwest and CLEC proportions) to determine if there is parity.
27

28 I

I

5 DECISION NO.
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1 •

2

3

4

5

6

7

8

9

Performance measurements that have no Qwest retail analogue use benchmarks, which

are evaluated using a "stare and compare" method without further statistical analysis, that

is, if the benchmark is 95 percent or better, Qwest performance results must be at least 95

percent to meet the benchmark.

Perfonnance measurements have been given precise definitions, called Performance

Indicator Definitions ("PIDs"), that specify the unit of measure, the data to be utilized in

the measurement, and the standard. Qwest included 32 measurements in the PAP. The

PIDs, their weightings and their classification as Tier I or Tier ll are set forth in

Attachment l to the PAP.

10 •

11

12

13

14 •

Payments to CLECs or the state are to be made in the month following the due date of the

performance report

There is a cap on total payments made during a calendar year equal to 36 percent of

Qwest's "net local revenues".

The PAP does not become effective unless and until Qwest receives Section 271

15 authority from the FCC for Arizona.

16 Disputed Issue No. l - Additional PIDs

17 CLECs want Qwest to include PIDs PO-6, PO-7, PO-8 and PO-9 in the Arizona PAP.

18 PO-6 measures "Work Completion Notification Timeliness" and is intended to evaluate the

26.

19

20

21

22

23

24

25

26

27

timeliness with which Qwest issues electronic notification to CLECs that provisioning work on an

order has been completed and that service is available to the customer. PO-7 measures "Billing

Completion Notification Timeliness" and is intended to evaluate the timeliness with which electronic

billing completion notifications are transmitted to CLECs, by focusing on the percentage of orders

that are transmitted to CLECs or posted in the billing system for Qwest retail within live business

days, PO-8 measures the "Jeopardy Notice Interval" and evaluates the timeliness of jeopardy

notifications, focusing on how far in advance of original due dates jeopardy notifications are provided

to CLECs (regardless of whether the due date was actually missed). PO-9 measures "Timely

Jeopardy Notices," measuring the extent to which Qwest notifies customers in advance of

28 jeopardized due dates when original due dates are missed.

6 DECISION NO.
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In its July 2001 Revised PAP, Qwest agreed to treat PO-6 and PO-7 as a "family".

2 . PO-6a and PO-7a, Po-6b and PO-7b, and P0-643 and PO-7c would become three families composed

27.

3 | of two sub-measures. If Qwest misses both sub-measures in a family, then Qwest would pay a

4 penalty on whichever sub-measure would result in a higher payment. Qwest agreed to include PO-8

28.

29.

30.

11

12

31.

14

15

5 and PO-9 individually.

The CLECs participating in the ROC agreed to Qwest's proposal. In its Response to

7 Qwest's July 2001 Revised PAP, WorldCom states that it agrees with Qwest's proposal in Arizona.

Staff recommends that PO-6 and PO-7 should be included as a family and PO-8 and

9 PO-9 should be included individually.

The par t ies have resolved this dispute reasonably. We approve the negot ia ted

Q settlement of this issue. Some of these changes appear to be reflected already in the July 6, 200 l

. PAP. To the extent it has not yet done so, Qwest should revise its PAP to reflect these agreements.

In it s  January 8 ,  2002,  Comments ,  Wor ldCom s ta tes  tha t  measures  have been

|. developed for OP-17, MR-ii and MR-12 and that Qwest has agreed to add these measurements to

Tier l High and Tier ll Medium. WorldCom states these measurements should also be included in

16 the Arizona PAP.

32. It appears Qwest has agreed to import these measures to Arizona, and should revise its

18 PAP to include them.

Disputed Issue No. 2 -.. Change Management

33.

21

22

Qwest has proposed two diagnostic Change Management measures for its Arizona

PAP; PO-16 ("Timely Change Management Notitlcations") and GA-7 ("Timely Outage Resolution

Following Software Releases"). Diagnostic measures an not incur penalties. initially, Qwest

23 | proposed that these measures be included in the PAP at the six-month review. Subsequently, Qwest

24 agreed to include these measures once the parties adopt standards. Qwest proposes that these

25 measurements be classified as Tier II with a High ranking given to payments.

WorldCom and Z-Tel do not believe that Qwest 's proposers Change Management

measures are sufficient. These CLECs urged that additional Change Management measures should

28 be included in the Arizona PAP: a PID for "Software Validation" that would measure if the test deck

34,

7 DECISION NO.
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1

2

Qwest provides to the CLECs is an accurate reflection of real world scenarios, RQ-3 "Release

Quality" that would measure the number of software releases that require changes or retraction within

3 Test Environment" ("SATE").

4

14 days of their implementation, and PO-19 "Stand Alone

Furthermore, WorldCom argues the GA-7 Change Management measure should not be diagnostic as

5 Qwest proposes, but rather should be a benchmark measure that requires 100 percent compliance.

35. Staff recommends that PO-16 and GA-7 should be included in the PAP prior to the6 ;|

7 six~month review and prior to Qwest filing its 271 application with the FCC. Staff believes that both

8 of these measures should be included as more than just diagnostic measures, and should have

9 benchmark standards and penalties imposed for non-compliance. The parties have agreed to

10 standards for these measures. The GA-7 standard allows one miss for volumes between l and 20, and

11

IN

13

14

15 36.

16

17

a 95 percent benchmark For volumes greater than 20. Under PO-16, for volumes between one and

ten, Qwest will be allowed one miss, and for volumes greater than ten, the benchmark standard is

92.5 percent. Staff concurs with both measurements and agrees with Qwest that these measures

should he classified as Tier II with a High payment ranking.

Staff agrees with WorldCom that the PO-19 SATE measurement be included in the

PAP, and recommends that if the parties are not able to develop a standard for this measure before the

effective date of the PAP, then PO-I9 should be diagnostic, and reviewed at the six~month PAP

18 review.

19 37.

20

21

22

23

We agree with Staff that PO-16 (Timely Change Management Notifications) and GA-

7 (Timely Outage Resolution Following Software Releases) should be included in the PAP with

associated penalties for non-compliance. Because measurements are not yet developed for

WorldCom's proposed "Software Validation", RQ-3 (Release Quality) and PO-19 (SATE), we End

that these measures should be evaluated for possible inclusion at the six-month PAP review.

24 Disputed Issue No. 3 - Root Cause Analysis

25 38. This issue focuses on when Qwest will perform an investigation of the root cause for

26

27 Initially, Qwest stated that it would investigate consecutive two-month failures for

28 measures at the Tier II level. Qwest argued that because CLEC volumes in Arizona are low, root

missing a benchmark.

39.

1

I
8 DECISION NO. I
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I

2 WorldCom and Z-Tel argue that a root cause analysis is warranted when a measure is

3 missed for three consecutive months or for two consecutive months at a mean difference of at least 25

l cause analysis at the Tier I level is not waxTanted.

40.

4

5

percent. Further, they argue the Commission should have the ability to perform a root cause analysis

at any time it deems necessary.

6 41. Because CLECs are most vulnerable when entering a new market, Staff recommends

7

8

that Qwest perform root cause analysis on a CLEC aggregate basis for Tier I after two consecutive

months of failure on a performance measure. Staff further states that Qwest should investigate

9 consecutive two-month failures for measures at the Tier H level, and when an individual CLEC

10

12

requests a root cause analysis. Staff also believes the Commission should be able to request root

cause analysis at any time it deems necessary. Staff asserts that the root cause analysis should

identify the cause of the failure and its proposed solution, and that the results should be provided to

13 the Commission and all CLECs.

In its Comments to Staffs Proposed Findings, Qwest agreed to supply root cause

15 conclusions to all CLECs as long as confidential and proprietary information about Qwest and

14 42.

16 CLECs is not disclosed.

17 43.

18

19

Staff agrees with Qwest that it should not be required to disclose confidential or

proprietary information in its submission of root cause analysis conclusions, and that reports should

be issued in a redacted format when appropriate. In response to WorldCom's request that Qwest tile

20 root cause information in this proceeding, serve all parties and post the information at a specified

21 . location, Staff declined to specify the method Qwest should use to notify the parties of its analysis

22 . conclusions. Staff emphasizes, however, that whatever means Qwest employs, it should be easily

23 accessible to the CLECs. Staff recommends that Qwest include its proposed method for

24 disseminating the results in its Arizona PAP.

We agree with Staffs recommendations. To encourage competition in the state, it is25 44.

26

27

28

important that Qwest investigate its failures to meet performance standards and benchmarks. At least

initially, a two-month failure for a performance measure is a reasonable trigger. Qwest should

propose a method for disseminating root cause information so that the Commission and all CLECs

9 DECISION NO.
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1 can have easy assess. Qwest should revise its PAP accordingly.

2 Disputed Issue No. 4 K-Table

3 45. As a means for correcting the statistical error that allegedly exists in the PAP, Qwest

4 had originally proposed utilizing a K-Table. In its July 6, 200] revised PAP, Qwest eliminated the

5

6

7

8

9

10

K-Table and proposed in its place that a 1.04 critical value be used for statistical testing for sub-

measures relating to LIS trunks, UDITs, resale and unbundled loops for DS-1 and DS-3 when CLEC

volumes are 10 or less. For all other statistical testing, Qwest proposed a 1.645 critical value or

higher depending on CLEC volume. Qwest proposes that its Table 1 apply to both Tier I and Tier ll

payments.

Qwest's Proposed Table l: Critical Z-Value/ Confidence Level

11 Sample Size All Other Measurements

12

LIS Trunks, UDITS, Resale,
Unbundled Loops - DS-I and
Ds_3

13

14

15

1-10
11- 150
151-300
301-600
60!-3000
3001 and above

1.04/ 0.8505
1.645/ 0.95
2.0! 0.97
2.7/ 0.9965
3.7/0.999
4.3/ l

1.645/ 0.95
1.645/ 0.95
2.0/ 0.97
2.7/ 0.9965
3.7/ 0.9999
4.3! 1

16

17
46.

18

19

20

21

22

23
In

24

25
47.

26

27

A z-test determines if differences in sample are statistically significant. A z statistic

equal to 1.643 provides a confidence level of95 percent. This means that approximately 5 percent of

observations will be statistically different from a statistical perspective even though in reality they are

not different. Thus, using a z-value of 1.645 to evaluate Qwest's performance data, five percent of

the time, the statistics would conclude that Qwest is not providing parity service when in reality it is.

This is Type 1 error. The CLECs are concerned about Type ll error, that is, falsely concluding parity

when fact Qwest has failed a performance measure. Type 11 error is unknown and cannot be

controlled without affecting Type I error.

In its July 26, 2001 Response, WorldCom asserts that it is more appropriate to use

critical values of 1.645 (which gives a 95 percent confidence level) for all sample sizes. Worldcom

states it would favor Qwest's proposal if the critical value of 1.04 was extended to all services with
28

: |

If 10 DECISION NO.

I
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l I

2

3

sample sizes between one and ten. WorldCom believes that Type and Type H error should be

balanced and there is a high probability of committing a Type II elTor when sample sizes are small.

Staff disagrees with the critical values/confidence levels in Qwest's July 6, 200148.

4 proposed PAP. Staff explains that under Qwest's proposal, Table would apply to both Tier I and

5 Tier II payments. Staff recommends that Staffs modified Table 2 apply to Tier I payments, and that

l

6

7

for Tier II payments a critical value of 1 .645 be used in all instances.

Table 2 StafIls Modified Critical Value/ Confidence Level

8 Sample Size All Other Measurements

9

LIS Trunks, UDITS, Resale,
Unbundled Loops - DS-1 and
DS-3

10

11

12

1-10
11-150
151-300
301-600
601-3000
3001 and above

1.04/0.8508
1.645/0.95
2.0/0.97
2.0/0.97
2.0/0.97
2.0/0.97

1.645/0.95
1.645/0.95
2.0/0.97
2.0/0.97
2.0/0.97
2.0/0.97

13
Staff believes that critical valuers greater than 2.0 are inappropriate and that Qwest has not offered an

14

15

16

17

18
49.

19

20

21

22

23

explanation as to why such high critical values are appropriate from a statistical perspective. Staff

argues Qwest's proposed Table 1 discriminates against CLECs that focus on selling high volumes of

a particular service. Staff believes that WorldCom's proposal to utilize a /-score of 1.04 for all

products when volumes are less than ten unduly penalizes Qwest.

In its January 8, 2001 Comments, Qwest argues that Staff has not cited any record

evidence that justifies its position for lower critical values in certain cases. Qwest asserts higher

critical values are appropriate for larger sample sizes because there is more statistical certainty that

"false misses" will not occur. Qwest explains that it developed the Critical Value Table in the ROC

process and agreed to accept a lower (1.04) critical value on a large number of measures in exchange

for critical values higher than 1.645 in other areas. Qwest believes its compromise proposal is a
24

I balanced position and should not be unilaterally modified by Staff.
25

50.
26

We believe that Staffs proposed Table 1 strikes a good and reasonable balance

between the interests of Qwest, the CLECs, and the public. For low volumes of certain important
27

products, there is an approximately 15 percent chance of wrongly concluding that Qwest is not
28

I

11 DECISION NO.
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l

2

3

4

5

6

7

providing parity. On the other hand, as volumes increase, the confidence level increases up to 97

percent. This is a reasonable balance since the Tier I penalties that Qwest might pay Linder the plan

to low volume CLECs would be minor. Qwest's proposal, although favorable to CLECs with small

volumes of certain services, is unfair to CLECs at high volumes. To limit the z-score to 2,0 balances

the interest of both sides and will better promote competition in the state. We also believe that Staffs

proposed z-value of 1.645 should apply to the Tier H payments. Tier ll payments add extra incentive

for Qwest to correct performance problems. A 95 percent confidence level for all Tier II measures is

8 reasonable.

9 Disputed Issue No. 5 : Penalty Cap

10 51. Other states' PAPs have included a cap on the total percentage of revenues of the local

12 52.

13

14

15

16 53.

17

18

19

Qwest agreed in the ROC to remove the per measurement penalty caps on the

21 following PIDs 1 PO-1 (Pre-Order/Order Response Time) , PO-3 (LSR Rejection Notice Interval),

20

11 provider which can be paid under the PAP in one year.

Qwest's proposed PAP provides for a cap on total payments under the plan of 36

percent of net local revenue. Qwest argues this percentage is adequate incentive to improve

wholesale service, and furthemiore, that the threat of federal enforcement init is not complying with

Section 271 adds additional incentive to the plan's payments.

WorldCom and Z-Tel argued that a procedural cap rather than an absolute cap should

be established. Under this proposal when the procedural cap of 44 percent of Qwcstls net local

revenues is reached, a review of Qwest's performance would be conducted. The CLECs argue that

caps on payments undermine the effectiveness of the plan.

54.

22 PO-7 (Billing Notification Completion Timeliness) and NI-1 (Trunk Blocking), and offers the same

23 proposal in Arizona as a possible solution.

24 55.

25

26

27

28

WorldCom agrees to Qwest's proposal and that these changes resolve this issue.

Staff believes that the cap of 36 percent of total Arizona net revenues as calculated in

Qwest's ARMIS reports is appropriate. Staff states that if the cap appears to be ineffectual, it can be

modified during the PAP six-month review.

We agree that a penalty cap of 36 percent of Qwest's Arizona revenues, along with57.

I

56.
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I

2

Qwest's removal of the payment caps on certain PIDs PO-1, PO-3, PO-7 and NI-1, is reasonable as

the PAP is introduced in Arizona.

3 Disputed Issue No. 6: Minimum Per Occurrence Penalty

4 58. Qwest opposes a minimum penalty amount to be applied to each failure occurrence,

5 while CLECs favor minimum per occurrence penalties.

6 59.

7

8

9

10

11

la

13

WorldCom proposed a minimum penalty level of $2,500, arguing that small order

counts will never produce much in the way of penalty payments. It argues discrimination against

CLECs with small order counts may be a potent impediment to competition. In its Comments to

Staffs Proposed Findings, WorldCom cites the Liberty Consulting Report on the QPAP dated

October 22, 2001, in which Liberty recommends a minimum payment of $2,000 per month for "each

month in which Qwest misses any measure applicable to such CLEC." WorldCom also cites the

Colorado PAP recommendation that called for a minimum per measure payment of $600 For larger

CLECs or $300 for CLECs with less than 100,000 lines in service in Colorado.

14 60.

15

16

17

18

19

20

21

22 61.

23

24

25

26

Qwest states that minimum payments are unreasonable and unfair because they result

in payments in excess of the actual harm to the CLECs. Qwest proposed a provision that applies

minimum penalties to nascent services. Section 10.0 of the PAP provides that when the aggregate

monthly volume for certain performance measurements for CLECs participating in the PAP is

between 10 and 100, and Qwest misses the standard for the qualifying sub-measurement, Qwest will

make a Tier I payment to participating CLEfs. The payment would be calculated on a CLEC

aggregate volume of the measurement and apportioned to the affected CLECs based upon their

relative share of the service misses. The payment would be subject to a $5,000 minimum.

Staff agrees with Qwest that no minimum penalty should apply except for nascent

services. Staff is concerned that the level of disaggregation in the PAP could result in multiple

minimum payments for a single occurrence. Staff further believes that the penalties in the PAP,

absent minimum payments, are sufficient to encourage Qwest to provide parity OSS service to the

CLECs. Staff would like to review this issue at the six month PAP review, believing that knowing

27

28
4 The qualifying sub-measurements are the UNE-P (POTS), megabit resale, and ADSL qualified loop product
disaggregation of OP-3, OP-4, MR-3, MR-5, MR-7 and MR-8.
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1

2

Qwest's actual performance under the PAP, and the state of competition, would enable Staff to better

evaluate if minimum payments are necessary.

3
I

I
62.

4

We concur with Staff. The proposed $5,000 minimum penalty for nascent services is

reasonable at least until we have data concerning Qwest's actual performance.

5 Disputed Issue No. '7- Duration Factors

6 63.

7

8

10

11

12

13

14

15

16 64.

17

18

19

20

21 65.

22

23

Qwest proposes that penalties should escalate month after month if Qwest misses a

performance measure several months in a row (such escalation is referred to as a "duration factor").

Qwest proposes that the penalties begin escalating with the second month a measure is missed and

continue to escalate until the sixth consecutive month it is missed. After the sixth month, the penalty

level will remain constant until the measure is not missed. Qwest argues that alter six months the

payments should not escalate further because the six-inonth penalties already exceed the potential

financial harm to the CLECs. Qwest believes that with the Tier I PAP payments to the CLECs and

the inclusion of additional Tier ll payments, Qwest will have substantial incentive to fix non-

compliant service. Qwest argues that CLECs did not offer evidence of the financial harm they might

incur from missed performance standards.

The CLECs favor continued escalation beyond the sixth month. They argue the

percentage increase in remedy amounts from month to month drops after the fourth month and

beyond. They argue continuous duration penalty escalation discourages repeated non-conformance.

They assert repeated non-conformance indicates that payment levels are too low and are being treated

as a cost of doing business.

Staff believes that additional duration factor past the sixth month is not necessary.

Staff states that if the penalties are not high enough, they can be revised at the six-month PAP review.

Staff agrees with Qwest's proposed payment levels for Tier I escalation as set forth below:

24

25

Qwest Tier I Penalty Payment Levels

Per Occurrence
Measurement Group Month ! Month 2 Month 3 Month 4 Month 5 Month 6 and each following

26

27

H i f

Medium

Low

S150

S75

S25

$250

$150

$58

$500

$300

$l00

S600

5400

S200

S700

s500

S300

S800

S600

S400

28

9
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1
Per Measure /Cap

Measurement GI'{)up Month l Month 2 Month 3 Month 4 Month 5 Month 6 & each following

2

3

High

Medium

Low

$25,000

S I 0,000

$5,000

$50,000

320,000

s10,000

$75,000

S30.U(}()

$15,000

5100800
544000
$20,000

Sl 25,000

550,000

$15,000

S l 50,000

$60,000

$30,000

4 Qwest did not propose an escalationof Tier II payments.

5 Staff recommends an escalation of Tier II penalty payments as follows):

6 Table 5: Staff' s Proposed Tier II Penalty Payment Levels

Per Occurrence

7 Measurement Group Month 3 Month 4 Month 6 & each following

8

9

High

Medium

Low

S500

S300

S200

5600

S400

S300

$700

$500

$400

10

12

Per Measure/Cap

Measurement Group
H i f

Medium

Low

Month 3

575,000

S30,000

$20,000

Month 4

$100,000

$4(],()l)U

$25,000

Month 6 & each following

$125,000

550,000

330,000

13

14 66.

15

16

to

In response to Staffs Proposed Findings, RUCO urged the Commission to consider

the Colorado approach to this issue, under which the total per occurrence payment is multiplied by

two starting in the second continuous month missing a performance measurement. The multiplier is

three in the third continuous month and escalation continues in this fashion until Qwest meets

18 performance standards.

19 67.

20

21

22

In its January 8, 2002 Comments Qwest opposes applying escalation factors to Tier II

payments. Qwest argues the escalation mechanism has not been applied to the Tier ll payments in

Texas, Kansas or Oklahoma. Qwest believes that because Staff did not include the escalation in its

Proposed Findings, it is unfair.

23

24 68.

25

26 I

27

Qwest argues that Tier II payments are intended to act as an

additional financial incentive for Qwest's wholesale performance, not the only financial incentive.

It is difficult to set penalties that will encourage Qwest to cure service problems

without having actual experience as a guide. In the initial period of the Arizona PAP, Qwest's

proposed escalation of Tier payments appears reasonable. We believe that the penalties for a

measurement miss that persists for 3 months and beyond, indicates a serious problem that Qwest

28
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1

2

3

4

should address immediately. Thus, we favor an escalation to the Tier II payments to add an extra

incentive to cure the problem. Consequently, we adopt Staffs proposed schedule for Tier I and Tier

II payments, except we believe Staffs proposal of Tier II should include an escalation Factor for the

eth month of missed perfonnance and that the penalty for the 6th month should be increased

6 69.

7

8

9

10

11

5 commensurately.

Given the amount of the payments, the escalation of Tier 11 payments and sticky

duration, the six month cap on escalation payments appears reasonable at this time. We believe the

penalties and other PAP provisions must be viewed as a whole to determine the reasonableness of the

plan. Escalating payments with a cap at six months is reasonable, which is not to say some other

balance between penalty amounts, escalation amounts and duration factors is not also reasonable. In

future reviews we may want to fine-tune various provision of the plan to better achieve the plan's

12 goal of encouraging competition in the state.

13 Disputed Issue No. 8 - Bill Credits Versus Cash Payments

14 70. Qwest proposes to pay PAP penalties to the CLECs in the foml of bill credits. Qwest

15

16

17

agreed to supply detailed statements showing the PAP payment calculations and agreed to accept

input from the CLECs regarding the design of these statements.

WorldCom advocates cash payments made by the end of the month following the data71.

18 report.

19 72.

20

21

22

23

24

25

26

Staff believes that bill credits are an adequate moans of administering payments under

the PAP, and that if in any given month Qwest owes the CLEC more in penalties than the CLEC's

monthly bill to Qwest, the balance should be paid by check. Staff further recommends that each

CLEC should receive a statement from Qwest detailing the source of the PAP payments the CLEC

received. Staff concurs with the CLECs that Qwest should remit payment by the end of the month

following the data report and that if Qwest does not remit payment in a timely fashion (after a 5-day

grace period) then Qwest should be liable for interest on the past due amount at twice the one-year

treasury rate.

27

28 s See Discussion on Disputed Issue No, 13 - Sticky Duration, hereinafter.
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1 73.

2

3

4

5

6

7

We agree with Staff that bill credits are a reasonable remittance procedure, If Qwest

owes a particular CLEC more in penalties than the CLEC owes Qwest, then Qwest shall remit the

excess penalties by check. Qwest must provide, however, a comprehensive statement detailing how

the penalties are calculated. Qwest should issue the credit by the end of the month (with a five day

grace period) following the data report and shall be responsible for interest, at twice the one-year

treasury rate, if the credit or other remittance exceed the grace period. Qwest should revise its PAP

accordingly.

8 Disputed Issue No. 9- Penalty Classification

9 74.

10

Qwest originally proposed that all measures be classified as Tier I measures unless the

measures are diagnostic, the measures are parity by design or individual CLEC results are not

11 reported for those measures. Qwest states that CLECs did not request that AG-3, GA-4, MR-4, MR-

12

13

14

10 and OP-7 be included for Tier 1 classification. Qwest states the ranking (or weighting) of the

performance measurements is based on the importance of the measures, and is consistence with

SBC's PAP in Texas.

15 75.

16

17

18

Qwest makes the same offer in Arizona as it did it the ROC concerning penalty

classification. Qwest changed the following Tier I measures to "High": OP-8. OP-13, MR-3, MR-5,

and MR-6. Purportedly, CLECs accepted those changes in the ROC. Qwest proposed to change the

rm of the following Tier II measures to "Medium": OP-3, OP-4, OP-5, MR-7 and MR-8, The

19

20

21

22

23

change in ranking was in response to staff members of the public utility commissions from states

represented in the ROC to increase Tier I pa§nnents and lower Tier II payments. CLECs did not

accept these changes, but stated they would agree if MR-5 were added to the list of Tier H

measurements. Qwest agreed. For Tier II payments, Qwest proposes that three month consecutive

failures are not necessary for the following measurements : GA-1, GA-2, GA-3, GA-4, GA-6, OP-2,

24 MR-2 and PO~1.

25 | WorldCom argues that all Tier I measures should also be classified as Tier II, except

26 : for GA measures. WorldCom also believes that all performance measurements should be given the

76.

27

28

same rank, as any classifying and ranking procedure is subjective. WorldCom argues measurement

ranking is difficult as the importance of various measures may change over time and it is difficult to
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1 assign one rank to a measurement with sub-measurements of varying importance.

Staff does not agree with Qwest's ROC proposal to shift penalty amounts from Tier II

3 to Tier I, which would be the result of shifting meas "emeuts from a High to a Medium ranking.

2 77.

4 I Staff believes that measurements OP-3, OP-4, OP-5, OP-6, MR-7 and MR-8 should continue to have

I

7 78. In

8

9

10

11

12

13

14

15

a High ranking. Staff asserts that Tier II payments are important incentives to promote the goals of

6 Section 271 when CLEC volumes are too low to generate significant Tier I payments,

its January 8, 2002 Comments, Qwest explains that its offer to reclassify certain

Tier I and Tier II measures was in response to state staff preferences for higher Tier I payments and

was conditional. Qwest notes that Staff"s recommendation merely accepts the first half of the offer

and rejects the second. Qwest states this cherry-picking is unfair.

79. Qwest's argument appears based on its position that because it is voluntarily entering

in the PAP it can determine its terms. We believe that the PAP is an important component in our

' decision whether to recommend Qwest's Section 271 approval to the FCC. Our goal is to establish

performance measures and financial incentives to encourage Qwest's compliance with the 1996 Act.

Consequently, we believe that the Commission should have the final word on the Plan's structure and

16 terms. We find that Staff's recommendation to strengthen both the Tier I and Tier ll incentives by

17 classifying certain measurements to High is reasonable, and should be adopted.

18 Disputed Issue No. 10 - Severity Factors

19 80.

20

21

CLECs advocate including a severity factor in the PAP, whereby Qwest would pay

more based on the severity of the miss (for example, the penalty would be greater if Qwest missed

provisioning a service by ten days than if it missed by only one day), Qwest opposes including

22 severity factors.

81.23 Qwest believes that the Tier I penalties are sufficient to compensate CLECs, and there

24 is no evidence ofhann to CLECs specifically due to missed standards.

25 82. The CLECs believe that Qwest's plan does not adequately take into account the

26 severity of poor performance.

83 .27 As a compromise, Qwest proposes that as Qwestls performance further deviates from

28 the standard set in the PAP, Qwest would make Tier H penalty payments. Qwest claims the CLECs
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1 in the ROC proceeding agreed to this solution.

2 Table 6:Qwest's Severity Factor ROC Proposal

3 Measure Performance Relative
Benchmark or Parity

to Tier II Payment per Month

4
5 GA-1,2,3,4,6

6

1% or lower
> 1% to 3%
>3% to 5%
>5%

$1,000
$10,000
$20,000
$30,000

7 PO-1

8

2 seconds or loss
>2 seconds to 5 seconds
>5 seconds to 10 seconds
>10 seconds

$1,000
$5,000
$10,000
$15,000

9
PO-2/MR-2

10

11

1% or lower
>I% to 3%
>3% to 5%
>5%

$1,000
$5,000
$10,000
$15,000

12

13 84. WorldCom agreed to Qwest's ROC proposal, and clarifies that Qwest has agreed to

14 provide Tier II payments for these rncasures each month, rather than after three months.

Staff agrees that Qwest's ROC proposal for severity factors is appropriate. Staff

16 recommends that the PAP should explicitly state that these performance measures will be weighted

15 85.

17

18

19

20

according to their number of occurrences. Staff did not believe that additional severity factors are

necessary, and could result in undue CLEC reliance on penalty payments. Staff notes that if penalty

payments are not sufficient, they can be revisited at the six-month review of the PAP. Staff further

recommends that the Tier II severity payments contain an escalation factor. Staffs proposed Tier II

21

22

Penalty Payments as follows:

Staff's Proposed Table 7 - Tier II Penalty Payment Levels for Measurements in Table 6

23 Measure Performance Relative IO

Benchmark or Parity

Month 1 Month 2 Month 3 Month 4 Month 5

24
I

Month 6

8: each

following

25 GA-l ,2,3,4,6

26

1% or lower

> l% to 3%

> 3% ro 5%

> 5%

so ,000

s l 0,000

$20,000

$30,000

FB i .500

S l 5.000

$25,000

$35,000

S2,000

$20,000

$30,000

$40,000

$2,500

$25,000

$35,000

S45,0()0

$3,000

$30,000

$40,000

S50,000

$3,500

S35,000

345.000

855.000
27

28 po-1 2 seconds or less $1,000 $1,500 $2,000 $2,500 53,000 $3,500
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1
> 2 seconds ro 5 seconds

`> 5 seconds to 10 seconds

> 10 seconds

$5,000

$]0,000

$15,000

$10,000

S l 5,000

$20,000

s15,000

320,000

$25,080

320,000

$25,000

330,000

$25,000

$30,000

$35,000

$30,000

$35,000

$40,000
2

OP-2/M R-2
3

4

1% or lower

>l % to 3%

>3% to 5%

>5%

S] ,000

$5,000

S10,000

S15,000

so ,500

s10,000

s l 5,000

$20,000

32,000

$15,000

320.000

$25,000

32,500

$20,000

$25,000

$30,000

83 ,000

$25,000

$30,000

$35,000

833,5(}(.)

$ 3 0 , 0 0 0

$ 3 5 , 0 0 0

$ 4 0 , 0 0 0

5

6 86.

7

8

9

10

11 87.

12

13

14

15

In its January 8, 2002 Comments, Qwest criticizes Stallf"s proposed Table 7. Qwest

generally opposes escalation factors of Tier H payments. Qwest asserts that Staffs proposal for

escalation is complex and presented for the first time in its Final Report. Qwest claims there are

inconsistencies with Staff's proposal, such as using GA series PIDs, which are regional and not state-

specific to subject Qwest to additional penalties in Arizona.

Staff introduced its recommended escalated severity payments for the first time in its

Final Report. Although we are not opposed to the concept, we are not able to evaluate Qwest's

criticisms concerning specific PIDs without further comments from the parties, and therefore will not

adopt it now. Staffs proposal is complex and we believe should be evaluated further for possible

inclusion in the Plan at the six month review.

16 Disputed Issue No. ll - Audits

17 88.

18

19

20

21

Qwest proposes that an on-going monitoring program of the PIDs be adopted in lieu of

a comprehensive annual audit. Under Qwest's proposal, an audit of Qwest's financial systems would

be initiated after one year of operation under the PAP, and another financial audit would commence

no later than 18 months following the initiation of the inst audit. Qwest would choose the auditor or

the Commission could conduct the audit. Qwest would cover the costs of the audit.

22 89.

23 payment disagreements between Qwest and CLECs.

Under Qwest's proposal, an independent audit may be conducted for reporting or

Any under- or over-payments would be

24

25

26

27

28

corrected following the audits, with interest payable at the one year U. S. Treasury rate. The party

found responsible for the deficiency would cover the cost of the audit. The issue must be less than 12

months old when the audit begins. Each CLEC can request a maximum of two PIDs be investigated

per audit and CLECs are limited to two audits per year. Additional monitoring would focus on key

areas identified in the initial audit as requiring additional monitoring.
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WorldCom and Z-Tel refer to the five step process established in the Colorado Draft

2 | PAP Report, and propose a sixth step. Qwest would be responsible for the first three steps of the

l 90.

4

5

6

3 following audit process:

(a) Qwest should store all performance measurement data in easy to access electronic

format for three years, and in archive format for three additional years. Qwest may not change its

performance measurement and reporting system unless the Commission approves it in advance.

(b) During the list two years of the PAP, Qwest should be subject to periodic7

8 All issues must be

9

specialized audits that focus on performance identified in the initial audit.

corrected before the audit is closed .

(c) At annual audits for the first three years of the PAP, and at intervals to be

l l determined by the Commission thereafter, the audit should evaluate the accuracy of the measures, the

10

12

13

14

15

16

17

18

19

measures responsible for producing 80 percent of the penalties paid by Qwest over the prior interval,

and evaluate whether Qwest is accurately evaluating which, if any, requests for performance can be

properly excluded from its wholesale performance requirements.

(d) CLECs can request a third-party "mini-audit" of Qwest's wholesale measurement

systems. Qwest would pay for half the cost and the remaining costs would be split among the CLECs

requesting the mini-audit, unless Qwest is found to have materially misrepresented data, in which

case Qwest would pay for the entire cost. Each CLEC would be limited to auditing three single

" measures/sub-measures or one domain area (preorder, ordering, provisioning, maintenance, or

21

22

23

20 billing) during an audit year.

(6) The Commission retains the right to perform an audit, with the assistance of an

:. outside auditor, if the Commission chooses to examine any aspect of Qwest's wholesale performance

at any time it deems warranted, such audit to be paid for with Tier II penalties maintained in a state

fund.24

25

26

27

28

(D CLECs add that Qwest should adopt a change management process with input

from CLECs to ensure that metrics can be replicated by the auditor. The CLECs advocate that if the

auditor is unable to replicate a metric due to poor change control or missing data, Qwest should be

subject to the same penalty as if the metric had been missed (including duration remedies if multiple
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2 91.

3

4

5

I months cannot be replicated).

Staff believes that Qwest's monitoring proposal is sufficient in light of the six-month

review of the PAP, and that the CLECs' proposal would be too onerous. Staff further believes that it,

rather than Qwest should select the auditor/monitor, and that the Commission should be able to

conduct an audit at any time.

6 92.

7

8

9

Qwest argued that it would be beneficial for Arizona to be involved in a multi-state

audit effort. Qwest also opposes Staffs recommendation that the Commission be able to conduct, or

order, an audit at any time, because this would undermine the purpose of participating in the multi-

state audit program which is to reduce costs and the burdens of responding to multiple audits,

93. Staff does not oppose participating in a multi-state audit effort if the terms of the

l l auditing procedure are favorable to the Commission, however,Staff believes the Commission should

10

12 be able to withdraw from such program if the procedures do not meet Arizona's needs and to conduct

14 94.

15

16

17

18

19

20

13 its own audit at any time.

Staff"s posi"3n is reasonable. Qwest's proposed audit procedures appear sufficiently

rigorous to ensure Qwest is providing valid data and complying with the terms of the PAP. CLECs

are able to initiate audits. We believe, however, that Arizona must be able to initiate its own audit of

Qwest's performance whenever it believes such undertaking is in the public interest. There are times

when the interests of Arizona may be different from that of the CLECs or the interests of other states.

. We further agree with Staff that the Commission should retain the ability to chose, or at least

approve, the auditor. Staff states that it will review the PAP auditing provisions in its six-month

review. In the meantime, we believe that Section 15.0 of the PAP relating to audit procedures should21

22 provide: that the auditor will be subject to Arizona Corporation Commission approval, and paid for by

23 Qwest. The Commission should also retain the ability to conduct its own audit or engage the services

24

25

26

27

28

of a third-party auditor if Staff determines that it would be in the public interest. Although we

believe the audit procedures as currently proposed by Qwest and Staff are adequate, we believe that

the CLECs' position that Qwest not be able to change the perfomiaiice measurements and reporting

system unless the Commission approves it in advance is also important and should be explicitly

stated in the PAP.
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l Disputed Issue No. 12 - Tier II Payments

2 In its Opening Brief, Qwest states that Tier H payments should revert to it and be used

to extend telephone service in Qwest's tenftory and to extend Qwest's service territory into new

95.

3 |

4 areas.

5 96.

6

7

8

The CLECs argue that Qwest should not receive Tier II payments or benefit from

these payments. CLECs argue the Tier II payments can be used for administering the PAP and to

audit PAP processes. WorldCom states that all measurements (except GA measurements) should be

classified as Tier II.

9 Staff believes that Tier II payments should not revert solely to Qwest, but should be

10 used to further the aim of increased competition in Arizona. Staff recommends that fUnds collected

l 1 from Tier II payments should fund certain Commission activities, including: 1) covering the

12 additional costs of auditing performance under the PAP, 2) retaining additional Staff or consultants to

97.

13

14

15

16

17 98.

18

monitor post-entry compliance, and 3) dispute resolution and to encourage improvements in Qwest's

wholesale service quality tariff iii both federal and state proceedings. Staff states that if the Tier II

laymen's exceed what is necessary to cover the costs, the balance should be given to the Arizona

State Government's general fund.

Staff agrees with WorldCom that Tier ll payments should escalate, and proposes the

escalation tables. Staff does not agree with WorldCom that Tier Ii penalties should commence in the

19 second consecutive month of non-compliance. Staff believes the three month trigger on most

20 measures plus the more stringent requirements of Table 7 are sufficient to ensure Qwest's

21 compliance.

22 We agree with Staff and the CLECs that the Tier 11 payments should not benefit

23 Qwest, but rather should be used to offset the costs of administering the PAP and furthering the goal

99.

24 .1 of increased competition in Arizona. Returning the payments to Qwest diminishes the incentive they

25

26 100.

27

28

are intended to promote.

We also agree with Staff that the three month trigger for Tier II payments is

reasonable. We are reserving judgment on Staffs proposed Table 7 at this time, however, we believe

the payment amounts we approve herein are reasonable when reviewed in their entirety. We note that
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1 we may alter this provision at the six-month review.

2 Disputed Issue No. 13 - Sticky Duration.

3 101.

4

5

6

7

8

9 103.

10

11

12 104. In

13

14

The term "sticky duration" refers to escalated penalty levels "sticking" in place until a

certain time at which Qwest is deemed to merit penalty level reductions to initial levels. Initially,

Qwest opposed sticky duration while the CLECs favored it.

102. Qwest argued that it has not been proven in the telecommunications industry that

repeated failures demonstrate a need for higher penalty levels, and stated that no FCC-approved PAP

includes such a provision.

The CLECs argued that severity and duration factors provide necessary incentives to

improve performance. They believe that two or three months of compliant performance is necessary

before allowing the payment level to return to initial levels.

the ROC process Qwest agreed to a specific concept of "sticky duration" and

proposes that the same concept be adopted in Arizona. Under this proposal, if Qwest meets a

measurement, then the penalty payment reverts downward one month after compliance for one

15 month. Thus, if Qwest has four months of failures for one measure, Qwest is responsible for the

16 payments at the month four level in Table 8. If Qwest meets the measurement standard in the tlfth

17 .. month, the penalty payment would be zero. If the next month Qwest again missed the performance

18 standard, the penalty payment would be at the month three level.

19 | |

20

Qwest Tier I Penalty Payment Levels

Per Occurrence

Measurement Group Month 1 Month 2 Month 3 onto 4 Month 5 Month 6 84 each following

21

22

Higlw

Medium

Low

S150

S75

s25

S250

S150

S50

8,500

S300

S100

soon

S400

S200

S700

S500

S300

:8800

S600

S400

23

24

25

Per measure/Cap

Measurement Group

High

Medium

Low

Month I

$25,000

s10,000

$5,000

M onto 2

$50,000

$20,000

s I 0,000

Month 3

$75.000

s30_000

s I5,000

Month 4

S100>000

$40,000

320.000

Month 5

Sl 25 .000

s50.000

325.000

Month 6 & each following

$150,000

360.000

$30,000

26

WorldCom agrees with Qwest's proposal to have payment levels adjusted downward

28 one month after compliance for one month, but does not agree to the proposed payment levels.

27 105.
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2 106.

4

5

6

7

8

l WorldCom opposes the limit of six month on payment escalation.

Staff supports Qwest's sticky duration proposal. Staff further recommends that

3 Qwest's proposed concept of sticky duration apply to Tier ll payments.

107. We agree that the proposed sticky duration concept is reasonable. We also believe

that the sticky duration concept should apply to Tier II payments. To have penalties step down

gradually adds incentive to Qwest to make long-term solutions to performance misses. We adopt

Staff's recommendation concerning the six-month limit on penalty increases at this time because the

..penalty provisions at that level are significant and because we retain the ability to adjust the penalty

payment amounts at the six-month review and thereafter.9

10 Disputed Issue No 14 - Plan Limitations

11 108.

12 109.

Section 13 of Qwest's proposed PAP contains several legal limitations,

Section 13.1 states that the PAP will not go into effect until after Qwest receives

13

14

15

16

approval of its 271 application with the FCC. The CLECs oppose this provision and want the PAP to

go into effect at the time the Commission approves it regardless of the status of the FCC application.

They assert having the PAP go into effect prior to Section 271 approval will allow the Commission to

evaluate its effectiveness.

17 110.

19

21 112.

23

25 114.

26

27

Qwest asserts that the FCC has stated clearly that the purpose of a performance

18 assurance plan is to prevent backsliding once the RBOC obtains approval.

111. Staff concurs with Qwest's position on Section 13.1 and recommends that the

20 effective date of the PAP should follow FCC approval.

We concur with Qwest and Staff. The purpose of the PAP is to prevent backsliding

22 once Qwest obtains Section 271 approval.

113. Section 13.2 states that Qwest will not be liable for Tier I damages to a specific CLEC

24 until the Commission approves an interconnection agreement that incorporates the PAP.

The CLECs believe that they should be able to opt into the PAP as soon as the

Commission approves the PAP and do not want to go through the process of amending their

interconnection agreements.

Qwest states that CLEC opposition is unfounded as the FCC orders for Kansas,28 115.
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1 Oklahoma and Texas indicate that the PAP is pan of standard interconnection agreements in those

2 states.

3 116.

4

5

Staff disagrees with Qwest's position on *,action 13.2, and supports the CLECs' desire

to opt into the PAP as soon as it goes into effect, without having to amend the CLEC's current

interconnection agreement. Staff states that the Arizona OSS test has demonstrated that obtaining an

6 amendment to an interconnection agreement can be a lengthy process. Staff recommends that

7

8

interconnection agreements need only be filed with the Commission and do not need to be approved

in order for the CLECs to opt into the PAP.

9 117. We agree with Staffs recommendation. To avoid delay and encourage Qwest's

10

1 1

adherence to performance standards, CLECs that have filed interconnection agreements should be

able to opt into the PAP by filing written intent to do so without waiting for further Commission

12 action.

13 118.

14

15

16

17

Section 13.3 indicates PAP penalties will not be paid if measurements were missed

due to force majeure events. The CLECs initially believed Qwest's definition of force majeure was

too vague and that existing, SGAT language (Section 5.7) defining force majeure should be used in

the PAP, or at least crossed referenced. WorldCom also argues that the force majeure language

should not apply to parity measures and that the language from the Colorado final PAP report is more

18 appropriate.

119.19

21 120.

22

23

24

25

26

27

Qwest proposes a definition of force majeure that is similar to, but not identical to the

20 one WorldCom proposed in its Opening Brief.

Staff recommends Qwest's inclusion of Section 13.3 force majeure language that

corresponds to the SGAT language for benchmark standards. However, Staff believes that Qwest

should not be forgiven for parity misses. Staff further recommends that the PAP clarify that the plan

will resume in the month following the force majeure event.

121. We find that the force majeure language in the PAP should more closely mirror that in

.the SGAT in that it should specify that inability to secure products or services of other persons or

transportation facilities or act or omissions of transportation carriers should be force majeure events

to the extent any delay or failure in performance caused by these circumstances is beyond Qwest's28
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1

2

3

4

5 122.

6

7

control and without Qwest's fault or negligence. We concur with Staff that force majeure language is

appropriate for benchmark standards, but that force majeure events should not excuse parity failures.

Any qualifying event should affect Qwest and CLECs equally, otherwise, there would be great

potential for unfair discrimination. Qwest should revise its PAP accordingly.

Section 13.4 states that the fact that Qwest made payments under the PAP cannot be

used by CLECs as evidence in other proceedings relating to the same performance. The CLECs

argue the PAP payments are not "liquidated damages" and thus want the reference to liquidated

8 damages in Section 13.4 and 13.5 deleted. They argue that Qwest's conduct underlying its

9 performance, including its performance results, is discoverable and may be admissible as evidence.

11 123.

12

13

14 on

15

16

18 125.

19

20

21

22

10 They also assert Section 13.4 is too vague.

Qwest argues that it is appropriate to prohibit the use of performance results or

payments under the plan as an admission of discrimination or o[` Qwest's liability for claims brought

outside the PAP. Qwest states that Section 13.4 does not limit the introduction of performance

results into evidence in another proceeding, if appropriate. Qwest claims this provision is based

language from the SBC Texas PAP approved by the FCC for Texas, Oklahoma and Kansas.

124. Staff supports Qwest's position on admission of liability stated in Section 13.4 and

17 notes this is the same language approved in the SBC Texas PAP.

We concur with the CLEC's that Section 13.4 is vague and ambiguous, and that the

reference to "liquidated damages" should be deleted. The purpose of the payments under the Plan is

to encourage Qwest's compliance with the 1996 Act. While we do not oppose the statement that the

mere existence of the PAP, or that Qwest pays assessments, is not an admission of liability, we do not

believe that the PAP should foreclose CLECs from attempting to prove actual damages in excess of

23 the assessments under the Plan.

24 I
| 126.

25

26

27

28

Section 13.5 states that actual damages from missed performance measures would be

difficult to ascertain, thus, the payments made under the plan are a reasonable approximation for

contractual damages. Section 13.5 also states that payments under the PAP are not intended to be a

penalty. The Plan states the payments do not foreclose any non-contractual legal or regulatory claims

and remedies that may be available to CLECs.
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1 127. The CLECs assert that the PAP payments are not "liquidated damages" and thus,

2 reference to that term should be deleted.

3 128.

4

5

6

7 129.

9 130.

10 "liquidated damages",

I i

12

13

14 131.

15

16

17

18

19

20

21

22

Qwest argues Section 13.5 merely states the payments made under the PAP are

"liquidated damages" and a means by which the parties, in advance of a breach, fix the amount of

damages that will result therefrom and agree upon its payment. Qwest believes the CLECs desire to

reserve the right to sue for actual damages renders the liquidated damages fen forceable.

Staff supports Qwest's position on liquidated damages in Section 13.5. Staff notes

8 this is the same language adopted in the Texas PAP.

We agree with WorldCorn's argument that the payments under the Plan are not

but rather assessments for poor performance. The reference to "liquidated

damages" should be removed. We concur with the statement contained in the Draft Colorado PAP

report: "This report rejects any suggestion that Qwest's implementation of a PAP is an option insofar

as Section 271 compliance is concerned."

Section 13.6 states that CLEfs are not entitled to receive payments from both the PAP

and any other rules, orders, or other contracts (such as interconnection agreements) that cover

payments for the same or analogous performance as the PAP, It" CLECs have alternatives to the PAP

available, they must choose between the PAP and the available alternatives.

132. The CLECs claim the language referring to analogous performance is too broad. They

object to Sections 13.6 and 13.7 because they do not believe a court would allow for double recovery,

and that payments made under the plan should be netted out of any other damage claims they could

receive. They assert that restrictions on double recovery should only apply to double recovery for the

same acts and that the restriction against double recovery for "analogous" wholesale performance is

23

24

too vague and will lead to future disputes.

133. Qwest argues that Section 13.6 simply precludes Qwest from paying two penalties for

25 the same performance miss.

134.26

27

Staff supports the CLEC position on payment entitlements stated in Section 13.6.

Staff opposed including Section 13.6 in the PAP and notes that the Texas PAP does not include such

28 provision. Staff states it is especially opposed to the vague reference to "same or analogous"
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l performance.

2 135.

3 136.

4

5

6

Section 13.6 is overly broad, vague and ambiguous. We find that it should be deleted.

Section 13.7 states that Qwest will not be liable for both Tier II payments and other

assessments or sanctions by the Commission that cover the same or analogous performance. The

CLECs claim the language referring to analogous performance is too broad. Qwest argues that this

Section simply precludes Qwest from paying two penalties for the same performance miss.

7 137. Staff believes the reference in Section 13.7 to "analogous performance" is too broad.

8 Staff notes that Qwest's proposed Section 13.7 reads:

9 I

I

10

Qwest shall not be liable for both Tier 2 payments and assessments or
sanctions made for the same or analogous performance pursuant to any
Commission order or service quality rules. (emphasis added)

11 And that the comparable SBC Texas PAP provides:

12

13
I

14
138.

SWBT shall not be liable for both Tier 2 "assessments" and any other
assessments or sanctions under PURA or the Commission's service
quality rules relating to the same performance."

Qwest offers to utilize the tern "same underlying activity or omission" be used instead
15

16
of Staffs proposed (and Texas' adopted) "same performance".

139. Staff rejects Qwest's proposed modification of Section 13.7. Staff believes there is a
17

valid distinction between PAP penalty payments and Commission performance standards. Staff
18

19
explains that for most measurements under the PAP, Qwest is required to deliver parity performance

or face penalties. However, Commission performance standards set retail/wholesale levels of
20

21

22

perfonnance. These retail/wholesale levels may be above Qwest's current level of performance (as

utilized in computing parity performance). Staff believes that if Qwest does not meet Commission

performance standards it should be liable for penalties under both the PAP and any Commission
28

performance standards.
24

140. We believe the term "or analogous" is too vague and should be deleted from Section
25

13.7.
26

141. Section 13.8 provides:
27'

28 !
Whenever a Qwest Tier I payment to an individual CLEC exceeds 83
million in a month, or when all CLEC Tier I payments in any given month
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1

2

3

4

5

6

7

8

9

exceed the monthly cap (section 11.0), Qwest may commence a show
cause proceeding. Upon timely commencement of the show cause
proceeding, Qwest must pay the balance of payments owed in excess of
the threshold amount into escrow, to be held by a third-party pending the
outcome of the show cause proceeding. To invoke these escrow
provisions, Qwest must file with the Commission no later than the due
date of the Tier-l payments, an application to show cause why it should
not be required to pay any amount in excess of the procedural threshold,
Qwest will have the burden of proof to demonstrate why, under the
circumstances, it would be unjust to require it to make the payments in
excess of the applicable threshold amount. If Qwest reports
nonconforming performance to a CLEC for three consecutive month on 20
percent or more of the measurements reported to the CLEC and has
incurred no more than Si million in liability to the CLEC, the CLEC may
commence a similar show cause proceeding. In any such proceeding the
CLEC will have the burden of proof to demonstrate why, under the
circumstances, justice requires Qwest to make payments in excess of the
amount calculated pursuant to the rems of the PAP.

10

11 142.

12

13

WorldCom had previously objected to the inclusion of Section 13.8, however, it is not

clear if the objection relates to Section 13.8 of the July 6, 2001 revised PAP. In its January 8, 2002,

Comments, WorldCom proposed the following language be added to Section 13:

14

15

16

17
I

18

19

If Qwest desires a waiver omits obligation to pay any penalties it must file
an application with the Commission. Any waiver request must, by a
preponderance of the evidence, establish the circumstances that justify the
waiver, stating any and all relevant documentation to support the request.
CLECs and other interested parties would have a full opportunity to
respond to any such waiver request prior to the Commission riling,
Qwest shall be required to pay any disputed amounts or place the disputed
amount of money into an interest-bearing escrow account until the matter
is resolved. In addition, any such waiver should only apply to a narrow
period of time when the activity occurred, not months after the activity has
ended.

20 143. Staff did not make a recommendation concerning Section 13.8 or WorldCom's

21 proposal. We direct Staff to determine if a dispute exists concerning these two proposals and to

22 make a recommendation at the first six-month review of the PAP. In the meantime, we will leave

23 Section 13.8 as proposed by Qwest.

24 144, Section 16.0 provides for reviews of the PAP every six months to review the

25 performance measurements, It further provides that any changes to existing performance

26 measurements shall not be made without Qwest's consent.

WorldCom opposed Section 16.0 changes proposed by Qwest which indicate that

28 Qwest may be able to have the final say on PAP changes. WorldCom requests that the following

27 145.
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1 sentence be added to the PAP: "{t]he Commission can modify the PAP without Qwest approval,53

2 146. Staff states that it will seek mutual consent on changes to the PAP, but that when

3 mutual consent is not possible, the Commission should be able to make the final recommendation.

4 Thus, Staff recommends the addition of the following language at the end of the first paragraph of

5 Section 16.0 of the PAP:

6

7

The Commission can modify the PAP without Qwest approval. However,
the Commission will first seek mutual consent of the parties. In the event
that mutual consent is not possible, the Commission will make the Final
recommendation on PAP changes.

8 Staff recommends that Qwest change the final sentence of the first paragraph in Section 16.0 to read :

9 "any changes to existing performance measurements and this PAP shall be by mutual agreement of

10 the parties." Staff states this was the original sentence and Qwest had changed it in its latest PAP

l l submission. Staff recommends that the Commission should also be able to make changes to the PAP

12 without Qwest's approval.

13 147. Qwest argues that federal law does not support Staffs position that changes to the

14 PAP can be made without Qwest's consent. Qwest suggests that the following language developed in

15 the multi-state proceeding be added to Section 16.01

16

17

18

Changes shall not be made without Qwest's agreement, except that
disputes as to whether new performance measurements should be added
shall be resolved by one arbitration proceeding conducted pursuant to
Section 518.3 of the SGAT, which shall bind CLEC and Qwest and all
parties to the arbitration and determine what new measures, it any, should
be included in Exhibit K to the SGAT ..."

19 148. Section 16.0 provides that at the six month review the Commission shall review the

20 performance measurements to determine whether measurements should be added, deleted or

21 modified, whether the applicable benchmark standards should be modified or replaced by parity

22 standards, and whether to move a classification of a measure to High, Medium or Low or to Tier I or

23 Tier II. We believe that the current language may be interpreted too restrictively. At the six month

24 review the Commission should have the ability to review and modify all the temps of the PAP, and

25 not be limited to performance measures, this would include, but not be limited to penalty amounts,

26 escalation factors, audit procedures and re-evaluation of confidence levels. Furthermore, we agree

27 that Staff should seek the mutual consent of the parties to any proposed changes, however, the

28 Commission should be able to modify the PAP after notice and opportunity for a hearing. Qwest

i
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2 149.

3

4

5

6

7 1, QOO1."

8

I should revise the PAP accordingly.

Qwest proposes that it begin supplying performance data to the Commission once the

FCC has issued Section 271 approval, rather than starting in March 2001 since that date has already

passed. WorldCom requests that the Commission require Qwest to begin supplying, performance

data, and notes that the multi-state Qwest Performance Assurance Plan provides: "[t]he QPAP should

therefore require Qwest to provide monthly reports as if the QPAP had become effective on October

In Colorado, the Hearing Commissioner asked Qwest to provide monthly reports within 60

days of the Colorado Commission's approval of the CPAP,

9 150.

10 PAP approval.

Staff recommends that Qwest supply monthly performance data to the parties prior to

Staff states that Qwest already supplies monthly performance data to the

12

13

14

Commission. Staff asks that Qwest supply to the Commission and CLECs the performance data

results for all PIDs beginning with data from March 2001 within 30 days of Commission approval of

the PAP. Staff states that Qwest should supply the data in accordance with its reporting requirements

as cutTently listed in Section 14.0 in the PAP. Staff believes the historical data will enhance the

15 effectiveness of the six-month review.

16 151. We concur with Staff.

17 Disputed Issue No. 15 - Data Timeliness

18 152.

19

20

21

153.

23

24

25

26 154.

27

28

The PAP penalties are calculated based on data Qwest collects and analyzes. At

regular intervals "performance reports" are made available to the CLECs by Qwest. Each CLEC

receives reports that detail Qwest's performance relative to that CLEC and a report detailing Qwest's

performance for the CLEC community as a whole.

Qwest states that late reporting of monthly CLEC results will not cause CLECs harm,

however, Qwest has agreed to pay $500 to the State of Arizona, for each business day for which a

report is past due. Qwest suggests that data should be available by the last day of the month which

follows the month for which data is available. Qwest also requests a five day grace period.

WorldCom suggests that Qwest be liable for a $5,000 payment to the State of Arizona

for each day the report is late, and that if the reports provided to the CLECs are incomplete or

inaccurate, Qwest would be liable for a $1,000 payment to the state for each day past the initial due

22
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1 date. In the event a CLEC cannot access the data on which reports are based, then Qwest would be

2

3

4

5

6

7

8

9

10

12 156.

13

14

15

16

liable for a $1,000 payment to the affected CLEC per day until the data is available. WorldCom

asserts that Qwest's proposal is not consistent with the SBC Texas PAP which provides that if no

reports are filed, the penalty is $5,000 per day for each day past due and that if reports are

incomplete, the penalty is $1,000 per day for each missing performance result. WorldCom noted the

Colorado Final PAP recommends that Qwest pay interest at twice the one-year treasury rate if it

provides late payments, and that if reports are inaccurate, then Qwest should pay the applicable

penalty to the affected CLEC(s) plus a penalty of Fifty percent of the amount in question.

155. Staff recommends that the data timeliness payments should comport with those

adopted in Texas. Staff argues that the purpose of the PAP payments is to encourage Qwest's timely

performance, and are not meant to compensate CLECs for alleged harm .

We do not believe that Qwest's proposed $500 payment for late reports is sufficient to

encourage Qwest's timely performance. We find Staffs recommendation to adopt the SBC Texas

remedy to be reasonable. A $5,000 per day late penalty should be sufficient to encourage Qwest's

timely performance. Qwest's proposed five-day grace period is also reasonable. Qwest should revise

its PAP accordingly.

17 Disputed Issue No. 16 - A.R.S. § 40-424

18 157.

l a

20

21

A.R.S. § 40-424 provides:
A. If any corporation or person fails to observe or comply with any

order, rule, or requirement of the commission or any commissioner,
the corporation or person shall be in contempt of the commission and
shall, after notice and hearing before the commission, be fined by the
commission in an amount not less than one hundred nor more than
five thousand dollars, which shall be recovered as penalties.

22

23

B. The remedy prescribed by this article shall be cumulative.

Qwest argues that the Commission is not able to award monetary damages due to its

24 non-judicial nature, and that unless Qwest agrees to the imposition of penalty payments, the

25 Commission is unable to enforce payments under the PAP. Further, Qwest argues, any Commission-

26 imposed payments cannot be made payable to the CLECs, but must be made to the State of Arizona.

158.

27 159. The CLECs argue that the Commission is authorized to enforce PAP penalty payments

28 through the 1996 Act, and that the Commission should be able to impose penalties without an Order

I
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l

2 160.

3

4

5

6

7

8

9

unless needed as part of a dispute resolution process.

Staff supports the CLEC position. Staff notes that the Commission is adopting the

PAP under the 1996 Act as well as State law. The PAP is designed to ensure Qwest's continued

compliance with the 1996 Act, therefore, Staff believes the Commission has the authority to institute

a PAP that imposes penalties in the event of Qwest's noncompliance, and the Commission may

require Qwest to make payments directly to CLECs absent Qwest's consent.

161. We concur with Staff and find that we have authority to approve and enforce the PAP.

Furthemiore, our ultimate recommendation to the FCC on Qwest's compliance with Section 271 is

conditioned upon Qwest's implementation of and compliance with the PAP.

10 CONCLUSIONS OF LAW

Qwest is a public service corporation within the meaning of Article XV of the Arizona

12 Constitution and A.R.S. Sections 40-281 and 40-282 and the Commission has jurisdiction over

11

13 Qwest.

14 's

15

16

The Commission, having reviewed the Final Report on Qwest Performance

Assurance Plan dated December 24, 2001, concludes that Qwest's Performance Assurance Plan

attached to the hereto as Exhibit B, and as modified herein, is in the public interest and should be

17 approved.

Our ultimate recommendation to the FCC regarding Qwest's compliance with Section

19 271 is conditioned upon Qwest's implementation of`, and compliance with, the PAP approved herein ,

18

20 ORDER

21

22

23

24

26

27

IT IS THEREFORE ORDERED that Qwest's Performance Assurance Plan, attached hereto

as Exhibit A, and the Final Report on Qwest's Performance Assurance Plan, attached hereto as

Exhibit B, are hereby adopted as modified.

IT IS FURTHER ORDERED that Qwest Corporation shall file by April 30, 2002, a revised

25 PAP incorporating the Findings and Conclusions herein.

IT IS FURTHER ORDERED that CLECs and other interested parties shall have seven days

following Qwest Corporation's tiling of the revised PAP to file written comments concerning the

proposed PAP language.28

2.

3.

1 .
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IN WITNESS WHEREOF, I, BRIAN c. McNEIL, Executive
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hereunto set my hand and caused the official seal of the
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DISSENT
.IR:dap

35 DECISION NO.

DOCKET NO. T-00000A-97-0238

I

2

3

4

5

6

7

8

9

10

IT IS FURTHER ORDERED that Commission Staff shall file within fourteen days of Qwest

Corporation's tiling, its recommendation to adopt or reject the proposed PAP language and a

procedural recommendation for resolving any remaining dispute.

IT IS FURTHER ORDERED that CLECs with Commission-approved interconnection

agreements may opt into the terns of the approved Qwest Performance Assurance Plan by filing

written notice of their intent to do so and do not require further Commission approval of

interconnection agreement amendments.

IT IS FURTHER ORDERED that Qwest Corporation shall commence to supply performance

data from March 200] to the Commission and all CLECs in accordance with its reporting

requirements of Section 14.0 of the Performance Assurance Plan, within 30 days of the effective date

of this Order.

12

in

14

15

16

IT IS FURTHER ORDERED that our ultimate recommendation to the FCC regarding

Qwest's compliance with Section 271 of the Communications Act of 1934 is conditioned upon

Qwest's implementation of, and compliance with, the Performance Assurance Plan approved herein.

IT IS FURTHER ORDERED that this Decision shall become effective immediately.

BY ORDER OF THE ARIZONA CORPORATION COMMISSION.

17

18

19

20

21

22

23

24

25

26

27

28
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THE QWEST ARIZONA PERFORMANCE ASSURANCE
PLAN

1.0 Introduction

In conjunction with its application to the Arizona Corporation Commission for
recommendation for approval under Section 271 of the Telecommunications Act of 1996 (the
"Act") to offer in-region long distance service, Qwest Corporation ("Qwest") proposes the
following Performance Assurance Plan ("PAP"). Qwest is committed to continued
compliance with its Section 271 obligations. As proof of that commitment, Qwest is prepared
to voluntarily enter into this post-271 approval monitoring and enforcement mechanism, as
outlined below, as a demonstration of its commitment to continue to satisfy Section 271 of the
Act.

The Qwest PAP mirrors the performance assurance plan approved by the Federal
Communications Commission ("FCC") for Southwest Bell Telephone Company-Texas. 1
Qwest believes that controversy can be avoided and the resources of the Commission and the
Company could best be utilized by avoiding a drawn out process of creating a performance
assurance plan from scratch. Therefore, Qwest took the extraordinary step of duplicating key
elements of the approved TeAms plan.

The FCC has recognized that performance assurance plans may vary widely from state to
state, but that the key elements of any plan should fall within a "zone of reasonableness" such
that the plans provide incentives sufficient to foster on-going satisfaction of 271
requirements. Rather than "reinvent" key elements, the Qwest PAP adopts the Texas
enforcement plan structure, including its statistical tables and payment schedules.
Furthermore, the Qwest PAP puts at risk 36% of the Cornpanyls "net revenues" derived from
local exchange services.

2.0 Plan Structure

The Qwest PAP is a two-tiered, self» executing remedy plan. The plan is developed to provide
individual CLECs with Tier-1 payments if Qwest does not provide parity between the service
it provides to the CLEC and that which it provides to its retail customers, or if Qwest fails to
meet applicable benchmarks. In addition, the PAP provides Qwest with additional incentives
to satisfy parity and benchmark standards by requiring Qwest to make Tier-2 payments--

1 In the Matter of the Application by SBC Communications, Inc., CC DocketNo. 00-65, Memorandum Opinion
and Order, June 30, 2000. Subsequently, the FCC approved similar enforcement plans as pan of 271 approvals
granted for SBC-Kansas and Oklahoma. See In :he Matter of the Joint Application ofS8C Communications,
Inc., CC Docket No. 00-217, Memorandum Opinion and Order, January 19, 2001 .

z ld.,Para. 423.
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payments to State Funds established by the State Commissions--ifQwest fails to meet parity
and benchmark standards on an aggregate CLEC basis. Tier-2 payments are over and above
the Tier-1 payments made to individual CLECs. 3

In the Qwest PAP, performance measurements are given different weightings to reflect
relative importance by the designations oflHigh, Medium, and Low. Payment is generally on
a per occurrence basis, i.e., a set dollar payment times the number of non-conforming service
events. For the performance measurements which do not lend themselves to per occurrence
payment, payment is on a per measurement basis, i.e., a set dollar payment. The level of
payment also depends upon the number of consecutive months of non-conforming
performance, Le., an escalating payment the longer the duration of non-conforming
performance.

The parity standard is met when the service Qwest provides to CLECs is equivalent to that
which it provides to its retail customers. Statistically, parity exists when performance results
for the CLEC and for the Qwest retail analogue result in a Z-value that is no greater than the
Critical Z-values listed in the Critical Z-Statistical Table in section 5.0.4 The Qwest PAP
relies upon statistical scoring to determine whether any difference between CLEC and Qwest
performance results is significant, that is, not attributable to simple random variation.

For performance measurements that have no Qwest retail analogue, agreed upon benchmarks
are used. Benchmarks are evaluated using a "stare and compare" method. For example, if the
benchmark is 95% or better, Qwest performance results must be at least 95% to meet the
benchmark. When sample sizes are less than 100, percentage benchmark values will be
adjusted to round the allowable number of misses to the next higher integer. For example, in
the event of a 05% benchmark, the number of misses is 5% times the sample size, rounded up
to the nearest integer. Percentage benchmarks will be adjusted to round the allowable number
of misses up or down to the closest integer. except when the sample size is 5 or less, in which
case the rounding will be up to the nearest integer. For example, for a 90% benchmark. the
4m_ber of allowable misses is 10% times the sample size, rounded to the nearest integer. If
the sample_size is eight o_b§;\;ations, (10% * 8 = 0.8) is rounded to 1, one miss would be
permitted, and the effective benchmark would be 88% fi-1/8l.

3.0 Performance Measurements

3 It is anticipated that each state fund will be established concurrently with the FCC's approval of Lhe respective
State's 271 application.

4 The standard Z-test is based on normal statistical theory. If the sample size is large enough, the sample mean
will follow a known normal distribution that is dependent on the variance of the data and on the sample size. A
sample size of 30 is generally considered sufficient, although the required minimum sample size is dependent on
the statistical skevmess of the data being sampled. The assumption of a normal distribution is what allows the Z-
test. When the sample sizebecomes too small, the distribution of the sample mean is no longer normal and the
Z-test may not be reliable. In that event, other methods, as described below, may be appropriate.
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The Qwest PAP incorporates performance measurements that will ensure Qwest's service
performance to competitors can be measured and monitored so that any degradation of the
agreed upon level of service is detected and corrected. CLECs operating in Qwest's region
offer services through several modes, including resale, interconnection, and the purchase of
unbundled network elements. The performance measurements incorporated into the Qwest
PAP are broad based enough to cover all the modes of entry.

Performance measurements have been developed in the 271 collaborative workshops. Each
of the measurements have been given a precise definition, called a Performance kidicator
Definition ("PID"), that includes specification of the unit of measure, the data to be utilized in
the measurement, and the standard. The standard may be a parity comparison of CLEC
service performance with the Qwest retail analogue. When no retail analogue exists, the
standard is a benchmark. The PIDs have been agreed to among Qwest, the CLECs, and
participating State Commission staff members.

The performance measurements incorporated into the Qwest PAP are shown in Attachment 1.
Similar to the approved Texas plan, the measurements are designated as Tier-1, Tier-2, or
both Tier-1 and Tier-2. The measurements are also given a High, Medium, or Low
designation, reflective of relative importance. Of' the 46 measurements that the parties have
agreed to in the Arizona PID workshops, Qwest incorporates 32 of the measurements into the
PAP.

4.0 Statistical Measurement

Qwest proposes the use of a statistical test, namely the modified "Z-test," for evaluating the
difference between two means (i.e., Qwest and CLEC service or repair intervals) or two
percentages (e.g., Qwest and CLEC proportions), to determine whether a parity condition
exists between the results for Qwest and the CLEC(s). The modified Z-tests are applicable if
the number of data points are greater than 30 for a given measurement. For testing
measurements for which the number of data points are 30 or less, Qwest may use a
permutation test to determine the statistical significance of the difference between Qwest and
CLEC(s).

Qwest will be in conformance when the monthly performance results for parity measurements
(whether in the form of means, percents, or proportions and at the equivalent level of
disaggregation) are such that the calculated Z test statistics are not greater than the Critical z-
values. Critical Z-values are listed in Table 1, section 5.0. Qwest will be in conformance
with benchmark measurements when the monthly performance result equals or exceeds the
benchmark if a higher value means better performance, and when the monthly performance
result equals or is less than the benchmark if a lower value means better performance.

The following is the formula for determining parity using the Z test:

s Of the 14 PIDs not included in Qwest's PAP, 10 are diagnostic or parity by design. As such, it is not
appropriate to include them in a performance assurance plan.
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z = DIFF / GDIFF

Where:

DIFF = MQwcsz - MCLEC

MQWEST = Qwest average or proportion

MCLEC = CLEC average or proportion

GDIFF = SQRT [clQwest (1/' Tl CLEC + 1/ fl Qs¢s=)]

G :Qwest Calculated variance for Qwest

"Qwest = number of observations or samples used in Qwest measurement

WCLEC = number of observations or samples used in CLEC measurement

The Z tests will be applied to reported parity measurements that contain more than 30 data
points.

Lm calculating the difference between Qwest and CLEC performance, the above formulae
apply when a larger Qwest value indicates a better level of performance. In cases where a
smaller Qwest value indir=~.tes a higher level of performance, the order is reversed, Le., MCLEC

- MQw18sT-

For parity measurements where the performance delivered to CLEC(s) is compared to Qwest
performance and for which the number of data points is 30 or less, Qwest will apply a
permutation test to test for statistical significance. Permutation analysis will be applied to
calculate the z statistic using the following logic:

Calculate the z statistic for the actual arrangement of the data
Pool and mix the CLEC and Qwest data sets
Perform the following 1000 times:

Randomly subdivide the pooled data sets into two pools, one the same size as
the original CLEC data set (Hcusc) and one reflecting the remaining data
points, and one reflecting the remaining data points, (which is equal to the size
of the original Qwest data set or I1Qv~fEsT)-
Compute and store the Z-test score (ZS) for this sample.

Count the number of times the Z statistic for a permutation of the data is greater than
the actual Z statistic
Compute the fraction of permutations for which the statistic for the rearranged data is
greater than the statistic for the actual samples

If the fraction is greater than om, the significance level of the test, the hypothesis ono
difference is not rejected, and the test is passed.
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CLEC volume LIS Trunks UDITs, Resale, All Other
Sample size) UBL-DSI and DS-3

1-10 L04* 1.645

11-150 1 .645 l .645
151-300 Zi)
301-600 2.7 Zl

60l~3000 3.7 M
3001 and above 4.3 4.3

Total *lumber ofCLEC
Performance Measurements

K V::.';.:;*, C:L*.ca1 Z Value

-1- 9 'es
;_1 Q 1.95,5

3 9 4 . 4 4

4 9 T235
5 9 19
6 9 "' »"la"?

:,v. 9 3-442
8 4- 1

9 + 1739
-I-Q--1--9 4- +444
29-29 2 1.834
30 39 3 1.752
48-49 4 +698

T-00000A-97-0238

5.0 Critical Z-value and K value

The Critical Z-vaiue and K va'ue tab'e seeks to account for statistical error arising from the
natural variation in the performance results and is. Together, the Critical Z value and K value
teselt-in an adjustment for these statistical errors. The following table will be used to
determine the Critical Z-value and the K value that is referred to in section 6.0. In each
instance, iteiwy are based on themonthly business of the CLEC for the particulartetal
number of performance measurements for which statistical testing is being performedthatfate
applicable to a CLEC in a particular month.

TABLE 1: CRITICAL Z-VALUE AND K VALUE

* The 1.04 applies for individual month testing for performance measurements involving
LIS trunks _and DSI and DS3 that are UDITs. Resale. or Unbundled Loops. For purposes of
determining consecutive month misses. 1.645 shall be used. Where perfonnance
measurements disaeszreeate to zone 1 and zone 2. the zones shall be combined for Dumoses of

gistical testing.

6 6 The performance measurements are OP-3d./e. OP-4dl'e. OP-5. OP-6-4/5, MR~5a%. MR-7d/e, and MR-8.
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kg <9 3 -J--éé

69-69 5 444
70 79 6 44
88--89 4 1.669
90 99 4 1 "r"1'>

480499 8 1691>

449-49 9 -1-666

"'l)'39 -1-9 V654
140 159 4+ L677
'50"'9 4-2 1 7

180 '99 ~l-4 4.653
"SQ "*to 4-5 1

250 "99 -1-9 ' .558
-3-99--399 QS +668-
409-499 4.19 1 .66*

'€0 599 35 1.656
£00 69" 4+ £.651
709 799 44 1646
f1nr~ non 512- 1.653
989-999 58 -1--648
1000 and above Calculated for Typo 1

Error Probability of5'*L

p I* 'T' Jml l 1 *n 1
bu. u4ul.\.» 1

c w

L J. 1

°1. r
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4-1  llJ I.  J .  l. \ . } l.J I4 l»J llll\£  a l. .J 1 u

6.0 Tier-I Payments to CLECs

Tier-1 payments to CLECs relate solely to the performance measurements designated as Tier-
I on Attachment 1. The oavment amount for non-confomiinq service varies depending Lion
the designation of uerformanee measurements as High. Medium. and Low and the duration of
the non-conforming service condition as described below.For purposes of enleuluting the
amount ofpeyments, the Tier 1 performance measurements are eutegorizedasHigh;-P~4ediena;
and Low. The amount ofpuyments for non conforming service varies depending--upen-the
High, Medium, and Low designations and upon the duration of the non-eonfonn-ing-eenditienq
as described below, "Non-conforming" service is defined in section 4.0,

6.1 Determination of Non-conforming Measurements: The number of performance
measurements that are determined to be "non-conforming" and, therefore, eligible for Tier- 1
payments, are limited according to the K value and Critical Z~value shown in Table 1, section
5.0. The Critical Z-values ebeeemes the statistical standard that determines for each CLEC
performance measurement whether Qwest has met parity. The K value determines the
number of measurements that are excluded from the payment ealeulation-deseébediaseetéea
8=9:~The K value and Critical Z~value is selectedare determined from Table 1 according to the
moNthly CLEC volume for by totaling the number of performance measurements applicable
to a CLEC during a month where the sample siaa is it or greater. For instance, if the CLEC
sample size for that month is l00_ the critical Z value is 1.645 for the statistical testing of that
parity performance measurement total number of measurements that capture the service
provided by Qwest to a CLEC in a particular month was 100, the K value would--be-8-andthe
Critical Z value would be 1.68.
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Per occurrence
Measurement Group Month 1 Month 2 Month 3 Month 4 Month 5 Month 6

and each
following

T-00000A-97-0238

Exhibits I

6.2 Determination of the Amount of Payment: Tier-1 payments to CLECs, except as provided
for in section 10.0, are calculated and paid monthly based on the number of performance
measurements exceeding the Critical Z-value and the K value. Payments will be made on
either a per occurrence or per measurement basis, depending upon the performance
measurement, using the dollar amounts specified in Table 2 below. The dollar amounts vary
depending upon whether the performance measurement is designated High, Medium, or Low
and escalate depending upon the number of consecutive months for which Qwest has not met
the standard for the particular measurement.

The escalation of payments for consecutive months of non-compliant service will be matched
month for month with De-escalation ofpavments. For example. iflQwest has 4 consecutive
monthly "misses" it will make payments that escalate from month 1 to month 4 as shown in
Table 2. Ii in the next month, service meets the standard. Qwest makes no avgnent. A
payment "indicator" De-escalates down from month 4 to month 3. If Qwest misses the
following month, it will make payment at the month 3 level of Table 2 because that is where
the payment "indicator" presently sits. If Qwest misses again the following month. it will
make a payment that escalatesback to_the month 4 level. The payment level will deescalate
back to the original month l level only upon compliant service sufficient to move_the payment
"indicator" back to the month l level.

For those performance measurements listed on Attachment 2 as "Performance Measurements
Subject to Per Occurrence Payments with a Cap," payment to a CLEC in a single month shall
not exceed the amount listed in Table 2 below for the "Per Measurement" category. For those
performance measurements listed on Attachment 2 as "Performance Measurements Subject to
Per Measure Payments," payment to a CLEC will be the amount set forth in Table 2 below
under the section labeled "per measure."

6.3 The performance measurements listed below will not be excluded from-tho~€J=EG
payment calculation in the application off values as provided in section 8.0, ifQwe§-t-
perfonnance results have been non conforming in the previous two eonseea%i=v=e-meritl4s-I» {-
values will again apply when Qwest achieves two eonseeutive months-of-eefa-feasaaafaee
performance results.
PO 5 (FOCi on time), unbundled loops
OP 3 (Installation Commitments Met), analog unbundled loops, LIS tnmkrv-
OP 1 (Installation Interval), ADSL qualified loops
OP 5 (New Service Installation Quality), UNE P (POTS), analog unbundled loops-
MR Tl (Repair Repeat Report Rate), analog unbundled loops
MR 8 (Trouble Rate), analog unbundled loops
NI 1 (Trunk Blocking), LIS trunks
CD ZA l (Installation Commitments Met), virtual, physical caged, shared eolloeation -

TABLE 2: TIER-1 PAYMENTS TO CLECs
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month
High S150 S250 S500 S600 S700 S800
Medium s 75 s150 S300 S400 S500 $600
Low $ 25 s 50 s100 S200 s300 S400

Per MeasureJCap
Measurement Group Month 1 Month 2 Month 3 Month 4 Month 5 Month 6

and each
following
month

High s25,000 550,000 s75,000 $100,000 $125,000 $150,000
Medium $10,000 520,000 830,000 s 40,000 s 50,000 s 60,000
Low S 5,000 $10,000 $15,000 S 20,000 s 25,000 s 30,000

T -0 0 0 0 0 A -9 7 -0 2 3 8

E x h i b i t ! I

7.0 Tier-2 Payments to State Funds

Payments to State Funds established by the State Regulatory Commissions under Tier-2 of the
Qwest PAP provide additional incentive to correct on-going non-conformance. The payments
are limited to the performance measurements designated in section 7.3 for Tier 2 per measure
payments_and on Attachment 1 for per occurrence measurementsus Tier ll on Attachment 1
and which have at least 10 data points each month for the period payments are being
calculated. Similar to the Tier-1 structure, Tier-2 measurements are categorized as High,
Medium, and Low and the amount of payments for non-conformance varies according to this
categorization.

7.1 Determination otlNon-conforming Measurements: The determination ofnon-
conformance will be based upon the aggregate of all CLEC data for each Tier-2 performance
measurement. "Non-conforming" service is defined in section 4.0. The number of
perfonnance measurements determined to be "non-conforming" and, therefore, eligible for
Tier-2 payments, is limited according to the Critical Z-value shown in Table 1, section 5.0.
The Critical Z value is determined from Table l by totaling the number ofperformanee
measurements applicable to any CLEC during a month where the sample side is 10 or greater.-
The Critical Z-value becomes the statistical standard that determines for each performance
measurement whether Qwest has met parity.

7.2 Determination of the Amount of Payment: Except as provided in section 7.3, Tier-2
payments are calculated and paid monthly based on the number of performance measurements
exceeding the Critical Z-value for three consecutive months. Payment will be made on either
a per occurrence or per measurement basis, whichever is applicable to the performance
measurement, using the dollar amounts specified in Table 3 or Table 4 below. Except as
provided in section 7.3. t5l3he dollar amounts vary depending upon whether the performance
measurement is designated High, Medium, or Low.

For those Tier-2 measurements listed on Attachment 2 as "Performance Measurements
Subject to Per Occurrence Payments With a Cap," payment to a State Fund in a single month
shall not exceed the amount listed in Table 3 for the "Per Measurement" category,
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Measurement Group
Hi h ..-SE QQ.
Medium S300
Low S200

Measurement Group
High 375.000
Medium 530,000
Low S20.000

Measure Performance State Pa ant 14 State Pa ant
GA-1.2.3.4_6 1% or lower $1.000 $14,000

>I% to 3% 510.000 $140 000
> 3 %  t o  5 % $20.000 $280,000

>5% 330.000 $420,000

Po-l 2 sec. or less $1.000 $14.000
>2 sec.to 5 sec. 5 000 $70,000

T-00000A-97-0238

For those Tier-2 measurements listed in Attachment 2 as "Performance Measurements Subject
to Per Measurement Payment," payment to a State Fund will be the amount set forth in Table
3 under the section labeled "per measure".

TABLE 3: TIER-2 PAYMENTS TO STATE FUNDS

Per occurrence

Per Measurement/Cap

7.3 Perform
performance
state) basis.
payment in e
measurement

G A - 1 :
G A - 2 :
G A - 3  :
G A - 4 :
G A - 6 :
P O - 1  :
O P - 2 :
M R - 2 :

once Measurements Subject to Per Measurement Pavrnent: The following Tier-2
measurements have their performance results measured on a region__n_wide (14
Failure to meet the performance standard, therefore, will result in a per_measure
ach of the Qwest in-region 14 states adopting this PAP. The performance
s are:

G a i e w a v  A v a i l a b i l i t y  -  I M A - G U I
G a t e w a y  A v a i l a b i l i t y  -  I M A - E D I
G a t e w a y  A v a i l a b i l i t y  -  E B - T A
S y s t e m  A v a i l a L i l i t v  -  E X A C T
G a t e w a y  A v a i l a b i l i t y  . . - .  G U I - R e p a i r

P r e - O r d e r / O r d e r  R e s p o n s e  T i m e s
Call Answered within Twentv Seconds Interconnect Provisioning Center
Calls Answered within Twentv Seconds - Interconnect Repair Center

GA-1 has three sub-measurements' GA-lA, GA-I B, and GA-IC. PO-1 shall have two sub-
measurements: PO-lA and PO-IB. PO-lA and PO-lB shall have their transaction types
a.<z2re2ated IO2€tl'1E3l'.

For these measure;,_Qwest will make a Tier-2 pigment based upon monthly performance
results according to Tab_lp4:_ Tier-2 Per Measure Payments to State Funds.

TABLE 4- TIER-2 PER MEASURE PAYMENTS TO STATE FUNDS
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>5 sec, to 10 sec. 310.000 8140,000
>10 sec. $l5.000 3210,000

OP-2/MR-2 1% or lower so .000 314.000
>]°/010 3% $5,000 370.000
>3'/o IO 5% $10,000 s 140.000

>5% 315.660 S210.000

Measurement Group
S509

~P~4eé=2uapf S309
I = e w S " 0 { }

Mcuwurcmcnt Group
"75 (XX)

Meé ianr S3G,€C€
l=ew Sq0,890
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7.4 Use 0fTier-2 Funds: Qwest payments to the State Funds will be used for any purpo
that relates to the Qwest service ten'itorv that may be determined by the State Commission,

7.3 Use of the Funds; Qwest payments to the State Funds shall be used to reimburse
customers' share of fees to extend telephone service within Qwest's service territory, to
extend Qwest telephone service into adjacent, unassigned service territory, and for any other
purposes that relates to the Qwest sewioe territory that may be determined by the State
Commission.

TABLE 3: TIER 4 PAYMENTS TO STATE FUNDS

For OCCllITCl'lC0

For Mcaourcment/Cup

8.0 Step by Step Calculation of Tier-1 Payments to CLECs

The following describes step-by-step the calculation of Tier-l payments. The calculation will
be performed monthly for each CLEC.

8.1 Application of the Qritical Z_{4 Values Excluuionnz

For each CLEC, identify thcdctcrminc the total number of Tier-1 parity performance
measurements that measure the service provided by Qwest for the month in question and the
Critical Z-vaI_ue_from '{_able I. in section 5,0 that shall be used for purposes of statistical
testing for each particular performance measurement.7 Applv the statistical testing Drocedures

7 For the purpose of determining the K va'ue and Lritical Z-values, each disaggregated category of a
performance measurement is treated as a separate sub-measurement. The Critical Z value to be applied is
determined by the CLEC volume at each level Q disaggregation or sub-m_easurement.v.ith u minimum sample
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Exclude the first "K" measurements designated as Low, starting with the performance
measurement that has the fewest number of underlying data points. If the number of
performance measurements in the Low category is less than "K," repeat the process next wit~h
the Medium category and then the High category until a total ef"K" performance
measurements have been exeludcd. If all Low, Medium and High measurements are excluded
by this process, then those measurements with sample sizes less than 10 may be excluded
until "K" measurements arc reached. (For example, if the K value is 6 and there are 7 Lew
measurements, I Medium, and 1 High, the 6 Low measurement: with the smallest sample
sizes are excluded from the calculation efpaymcnts te the CLE" . ) The remaining "non
confamNng" performance measurements, itlany, are used to calculate Tier-l payments to cab
CLEC.

The following qualifications apply to the general rule of excluding perfommnce-
measurements as described above. A performance measurement, for which the payment is on
a per measure basis, will not be excluded unless the amount of that mcasLLre's payment is less
than the payment that would result for each remaining measure. A performance
measurement, whose payment is on a per occurrence basis subject to a cap;-wil-l-be excluded
whenever the cap is reached and the payments for the remaining measurements are greater
than the amount of the cap.

Within each High, Medium, and Low group, sort the performance measurements in ascending
order based on the number of data points or transactions used to develop the performance
measurement result (e.g., service orders, collocation requests, installations, trouble reports).

The following describes the calculation ofTier-1 payments to CLECs in which payment is
based upon a per occurrence dollar amount.

described_ in section 4.0. that measure the service provided by Qwest for the month in
question. From Table 1 in section 5.0, determine for each CLEC the K value and Critionl Z-
value 'o be use* bc'ow.

Hine of 10 eounto [15 "inc" manure, 1`or instance, u performance measurement that is disoggtegatcd into-I-Q
produew, each further disaggregated into two geographic areas would count as "20" nxeasuteraents.

8.2.1 Performance Measurements that are Averages or Means:

For the performance measurements that are identified as non conforming, group the
measurements according to the High, Medium, and Low categories shews on Attachment 1-.-

8.2 Performance Measurements for which Payment is Per Occurrence:

For euell CLEC, identify the Tier 1 performance measurements with a minimum sample sine
of 10 that wc5t'a service erformunee is "non conformen " for the month in ideation, using. . P q c>
the Crltlcal Z value.
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Step 2: Calculate the difference between the actual percentages for the CLEC and the
calculated percentages.

Step 3: For each performance measurement, multiply the total number of data points by the
difference in percentage calculated in the previous step and the per occurrence dollar amount
taken from the Tier-1 Payment Table to determine the payment to the CLEC for each non-
conforming performance measurement.

8.2.3 Performance Measurements that are Ratios or Proportions:

Step 1: For each performance measurement, calculate the ratio that would yield the Critical
Z-value. Use the same denominator as the one used in calculating the Z-statistic for the
measure, (For benchmark measurements, use the benchmark value.)

Step 3: For each performance measurement, rnuitiply the total number of data points by the
percentage calculated in the previous step and the per occurrence dollar amounts taken from
the Tier-1 Payment Table to determine the payment to the CLEC for each non-conforming
performance measurement.

8.2.2 Performance Measurements that are Percentages:

Step 1: For each performance measurement, calculate the percentage that would yield the
Critical Z-value. Use the same denominator as the one used in calculating the Z statistic for
the measure. (For benchmark measurements, use the benchmark value.)

Step l: For each performance measurement, calculate the average or the mean that would
yield the Critical Z-value. Use the same denominator as the one used in calculating the Z-
statistic for the measure. (For benchmark measurements, use the benchmark value.)

Step 2: Calculate the absolute difference between the actual rate for the CLEC and the
calculated rate.

Step 2: Calculate the percentage differences between the actual averages and the calculated
averages. The calculation is % diff = (CLEC result - Calculated Value)/Calculated Value.
The percent difference will be capped at a maximum of 100%.8

Step 3: For each performance measurement, multiply the total number of data points by the
difference calculated in the previous step and the per occurrence dollar amount taken from the
Tier-1 Payment Table to determine the payment to the CLEC for each non-conforming
performance measurement.

s In all calculations of percent differences in sections 8.0 and 9.0, thecalculated percent differences is capped at

100%
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8.3 Performance Measurements for which Payment is Per Measure: For each performance
measurement that Qwest fails to meet the standard, the payment to the CLEC is the dollar
amount shown on the "Per measure" portion of the Tier»1 Payment Table.

9.0 Step by Step Calculation of Tier-2 Payments

The following describes step by step the calculation oflTier-2 payments. The calculation will
be performed monthly using the aggregate CLEC performance results. All Tier-2 payments
will be made to a designated state fund.

Determine the total number of Tier-2 performance measurements that measure the service
provided by Qwest to all CLECs for the month in question. From Table l in section 5.0,
determine the Critical Z value to be used below.

Identify the Tier-2 performance measurement for which Qwest's service performance is non-
conforming for the month in question, using the Critical Z-values from Table 1 in Section 5.0.

For each performance measurement that is identified as non-conforming, determine if the
non-conformance has continued for three consecutive months and if there are at least 10 data
points each month. Init has, a Tier-2 payment will be calculated as described below and will
continue in each succeeding month until Qwest's performance meets the applicable standard.
For example, Tier-2 payments will continue on a "rolling three month" basis, one payment for
the average number of occurrences for months 1-3, one payment for the average number of
occurrences for months 2-4, one payment for the average number of occurrences for months
3-5, and so forth, until satisfactory performance is established.

9.1 Performance Measurements for which Payment is Per Occurrence:

The following describes the calculation ofTier-
payment is based upon a per occurrence dollar amount.

2 payments to the State Fund in which

9.1.1 Performance Measurements that are Averages or Means:

Step 1: Calculate the monthly average or the mean for each performance measurement that
would yield the Critical Z-value for each month. Use the same denominator as the one used
in calculating the Z-statistic for the measure. (For benchmark measurements, use the
benchmark value.)

9 For the purpose of determining the Critical Z-values. each disaggregated eategery of a performance

measurement is treated as a separate sub-measurement. The Critical Z~value to be applied is determined by the
CLEC volume at each level ofdisaggregation or sub-measurement.For the purpose of determining the Critical Z
value, each disaggregated category of a performance MOD5UfEMCDI with a minimum sample spec of 10 counts as
"one" measure. For instance, a performance measurement that is disaggregated into 10 products, each further
disaggregated into two geographic areas would count as "IO" measurements.
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Step 2: Calculate the percentage difference between the actual averages and the calculated
averages for each month. The calculation for parity measurements is % diff = (actual average
- calculated average)/calculated average. The percent difference will be capped at a
maximum of 100%.

Step 3: For each performance measurement, multiply the total number of data points each
month by the percentage calculated in the previous step. Calculate the average for three
months (rounded to the nearest integer) and multiply the result by the per occurrence dollar
amount taken from the Tier-2 Payment Table to determine the payment to the State Fund for
each non-conforming performance measurement.

9.1.2 Performance Measurements that are Percentages:

Step I: For each performance measurement, calculate the monthly percentage that would
yield the Critical Z-value for each month. Use the same denominator as the one used in
calculating the Z-statistic for the measure. (For benchmark measurements, use the benchmark
value.)

Step 2: Calculate the difference between the actual percentages and the calculated
percentages for each of the three non-conforming months. The calculation for parity
measurement is diff = CLEC result - calculated percentage. This formula is applicable where
a high value is indicative of poor performance. The formula is reversed where high
performance is indicative of good performance.

Step 3: For each performance measurement, multiply the total number of data points for each
month by the difference in percentage calculated in the previous step. Calculate the average
for three months (rounded to the nearest integer) and multiply the result by the per occurrence
dollar amounts taken from the Tier-2 Payment Table to determine the payment to the State
Fund for each non-conforming performance measurement.

9.1.3 Performance Measurements that are Ratios or Proportions:

Step 1: For each performance measurement, calculate the ratio that would yield the Critical
Z-value for each month. Use the same denominator as the one used in calculating the Z-
statistic for the measure. (For benchmark measurements, use the benchmark value.)

Step 2: Calculate the difference between the actual rate for the CLEC and the calculated rate
for each month of the non-conforming three-month period. The calculation is diff = (CLEC
rate .... calculated rate). This formula is applicable where a high value is indicative of poor
performance. The formula is reversed where high performance is indicative of good
performance.

Step 3: For each performance measurement, multiply the total number of data points by the
difference calculated iii the previous step for each month. Calculate the average for three
months (rounded to the nearest integer) and multiply the result by the per occurrence dollar
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amounts taken from the Tier-2 Payment Table to determine the payment to the State Fund for
each non-conforming performance measurement.

9.2 Performance Measurements that Payment is Per Measure:

For each performance measurement that Qwest fails to meet the standard, the payment to the
State Fund is the dollar amount shown on the "per measure" portion of the Tier-2 Payment
Table.

10.0 Low Volume, Developing Markets

In the event aggregate monthly volumes of CLECs participating in the PAP are more than 10,
but less than 100, Qwest will make Tier-l payments to CLECs if during a month Qwest fails
to meet the parity or benchmark standard for the qualifying performance sub-measurements
listed below. The qualifying sub-measurements are the UNE-P (POTS), megabit resale, and
ADSL qualified loop product disaggregation oflOP-3, OP-4, OP-5, MR-3, MR-5, MR-7, and
MR~8.

The determination of whether Qwest has met the parity or benchmark standards will be made
using aggregate volumes of CLECs participating in the PAP. In the event Qwest does not
meet the applicable performance standards, a total payment to affected CLECs will be
determined in accordance with the high, medium, low designation for each performance
measurement (see Attachment 1) and as described in section 8.0, except that CLEC aggregate
volumes will be used. In the event the calculated total payment amount to CLECs is less than
$5,000, a minimum payment of $5,000 shall be made. The resulting total payment amount to
CLECs will be apportioned to the individual affected CLECs based upon each CLEC's
relative share of the number of total service misses.

At the 6-month reviews, Qwest will consider adding to the above list of performance sub-
measurements new product disaggregation that represents new modes ofCLEC entry into
developing markets.

I-'L value exclusions will not be applied to the performance sub measurements covered by this
section. However, the sub measurements covered by this section will be ineluded--in-41=ie
determination of the k values and eritieul Z values.

If the aggregate monthly CLEC volume is greater than 100, the provisions of this section shall
not apply to the qualifying performance sub-measurement.

11.0 Payment

Payments to CLECs or the State Fund shall be made one month following the due date of the
performance measurement report for the month for which payment is being made.
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Payment to CLECs will be made via bill credits. To the extent that a monthly payment owed
to a CLEC under this PAP exceeds the amount owed to Qwest by the CLEC on a monthly
bill, Qwest will issue a check or wire transfer to the CLEC in the amount of the overage.
Payment to the State Fund will be made via check or wire transfer.

12.0 Cap on Tier-1 and Tier-2 Payments

There shall be a cap on the total payments by Qwest during a calendar year. The cap amount
for Arizona shall be 36% of the "net revenues" as defined in the FCC's order approving the
Bell Atlantic-New York 271 application and affirmed in the FCC order approving the
Southwest Bell Telephone-Texas 271 application.l°  The cap shall be recalculated each year
based upon the prior year's Arizona ARMIS results, adjusted to reflect the most current
depreciation rates approved by the Arizona Corporation Commission. Qwest shall submit to
the Commission the calculation of each year's cap no later than 30 days alter submission of
ARMIS results to the FCC. CLEC agrees that this amount constitutes a maximum annual cap
which will apply to the aggregate total ofTer -1 liquidated damages (including any such
damages paid pursuant to this Agreement, any other Arizona interconnection agreement, or
any other payments made for the same or analogous performance under any other contract,
order or rule) and Tier-2 assessments or payments made by Qwest for the same or analogous
performance under another contract, order or rule.

The cap applies to the aggregate ofTier-1 payments to CLECs, 'preluding payments made
pursuant to any other alterative performance obligations pursy*nt to an interconnection
agreement with a CLEC, Tier-2 payments to State Funds, and any other payments required by
State Commissions pursuant to service quality rules, orders or other agreements that relate to
the same or analogous service.

A monthly cap will be determined by dividing the amount of the annual cap by twelve. The
monthly cap shall be calculated by applying all payments or credits made by Qwest under this
PAP as well as all payments made or credits applied for wholesale service performance
pursuant to interconnection agreements, state rules or orders. To the extent in any given
month the monthly cap (i.e., the annual cap divided by 12) is not reached, the subsequent
month's cap will be increased by an amount equal to the unpaid portion of the previous
month's cap.

In the event the annual cap is reached within a calendar year and Qwest continues to deliver
non-conforming performance during the same year ro any CLEC or to all CLECs, the
Commission may recommend to the FCC that Qwest should cease offering in~region
interLATA services to new customers.

13.0 Limitations

10 Federal Communications Commission, CC Docket No. 99-404, Memorandum Opinion and Order, December
22, 1999, Para. 436 and footnote 1332, Federal Communications Commission, CC Docket No. 00-65,
Memorandum Opinion andOrder, June 30, 2000, Para 424.
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13.1 Qwest's PAP shall not become available in Arizona unless and until Qwest receives
effective section 271 authority from the FCC for the State of Arizona.

13.2 Qwest will not be liable for Tier-1 payments to a specific CLEC in an FCC approved
state until the Commission has approved an interconnection agreement between the CLEC
and Qwest that adopts the provisions of this PAP.

13.3 Qwest shall not be obligated to make Tier-1 or Tier-2 payments for any measurement if
and to the extent that non-conformance for that measurement was the result of any of the
following: 1_a Force Majeure event, including but not limited to acts of civil or military
authority. government reszulations, embargoes_ epidemics. terrorist acts. riots. insurrections.
fires. explosions. earthquakes, nuclear accidents. floods. work stoppages. equipment failure,
power blackouts. volcanic action, other major environmental disturbances, unusually severe
weather conditions, inability to secure products or services of .other persons or transportation
facilities or acts or omissions of transportation carriers. periods of emergency, eatastophe,
natural disaster, severe storms, or other events beyond Qwest's control, ;)_an act or omission
by a CLEC that is contrary to any of its obligations under its interconnection agreement with
Qwest or under the Act or State law, an act or omission by a CLEC that is in bad faith' is or it
non-Qwest problems associated with third-party systems or equipment, which could not have
been avoided by Qwest in the exercise of reasonable diligence, provided, however, that this
third party exclusion will not be raised more than three times within a calendar year. Qwest
will not be excused from Tier-1 or Tier-2 payments on any other grounds, except as described
in paragraphs 13.6, 13.7, and 13.8. Qwest will have the burden to demonstrate that its non-
conformance with the performance measurement was excused on one of the grounds
described in this PAP.

13.4 Qwest's agreement to implement these enforcement terms, and specifically its
agreement to pay any "liquidated damages" or "assessments" hereunder, will not be
considered as an admission against interest or an admission of liability in any legal,
regulatory, or other proceeding relating to the same performance. QWEST and CLEC agree
that CLEC may not use: 1) the existence of this enforcement plan, or 2) Qwest's payment of
Tier -1 "liquidated damages" or Tier-2 "assessments" as evidence that Qwest has
discriminated in the provision of any facilities or services under Sections 251 or 252, or has
violated any state or federal law or regulation. Qwest's conduct underlying its performance
measures, however are not made inadmissible by its terms. Any CLEC accepting this
performance remedy plan agrees that Qwest's performance with respect to this remedy plan
may not be used as an admission of liability or culpability for a violation of any state or
federal law or regulation. Further, any liquidated damages payment by Qwest under these
provisions is not hereby made inadmissible in any proceeding relating to the same conduct
were Qwest seeks to offset the payment against any other damages a CLEC might recover.

" Examples of bad faith conduct include, but are not limited to: unreasonably holding service orders and/or
applications, "dumping" orders orapplications in unreasonable large batches, "dumping" orders or applications
at or near the close of a business day, on a Friday evening or prior to a holiday, and failing to provide timely
forecasts to Qwest for services or facilities whensuch forecasts are required to reasonably provide services or
facilities.
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The terms of this paragraph do not apply to any proceeding before the Commission or the
FCC to determine whether Qwest has met or continues to meet the requirements of section
271 of the Act.

13.5 By incorporating these liquidated damages terms into the PAP, Qwest and CLECs
accepting this PAP agree that proof of damages from any non-conforming performance
measurement would be difficult to ascertain and, therefore, liquidated damages are a
reasonable approximation of any contractual damages that may result from a nomconforrning
performance measurement. Qwest and CLEC further agree that payments made pursuant to
this PAP are not intended to be a penalty. The application of the assessments and damages
provided for herein is not intended to foreclose other noncontractuai legal and non-contractual
regulatory claims and remedies that may be available to a CLEC.

13.6 CLEC is not entitled to remedies under both the PAP and under rules, orders, or other
contracts, including interconnection agreements, arising from the same or analogous
wholesale performance. Where alterative remedies for Qwest's wholesale performance are
available under rules, orders, or other contracts, including interconnection agreements, CLEC
will be limited to either the PAP remedies or the remedies available under rules, orders, or
other contracts.

l3.6_ This PAP contains a comprehensive set of performance measurements. statistical
methodologies. and payment mechanisms that are designed to function together. and only
together. as an integrated whole. -In the event that a CLEC agreeing to this PAP is awarded
compensation for the same or analogous wholesale performance covered by this PAP, Qwest
may offset the award with amounts paid under this PAP.

13.7 Qwest shall not be liable for both Tier-2 payments and assessments or sanctions made
for the same or analogous performance pursuant to any Commission order or service quality
rules.

13.8 Whenever a Qwest Tier-l payment to an individual CLEC exceeds $3 million in a
month, or when all CLEC Tier-1 payments in any given month exceed the monthly cap
(section 1l.0), Qwest may commence a show cause proceeding. Upon timely commencement
of the show cause proceeding, Qwest must pay the balance of payments owed in excess of the
threshold amount into escrow, to be held by a third-party pending the outcome of the show
cause proceeding. To invoke these escrow provisions, Qwest must file with the Commission,
not later than the due date of the Tier-1 payments, an application to show cause why it should
not be required to pay any amount in excess of the procedural threshold. Qwest will have the
burden of proof to demonstrate why, under the circumstances, it would be unjust to require it
to make the payments in excess of the applicable threshold amount. If Qwest reports non-
coriforming performance to a CLEC for three consecutive months on 20% or more of the
measurements reported to the CLEC and has incurred no more than $1 million in liability to
the CLEC, the CLEC may commence a similar show cause proceeding. In any such
proceeding the CLEC will have the burden ofproofto demonstrate why, under the
circumstances, justice requires Qwest to make payments in excess of the amount calculated
pursuant to the terms of the PAP.
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Exhibit 2

14.0 Reporting

14.1 Upon FCC 271 approval for a state, Qwest will provide CLECs which have approved
interconnection agreements with Qwest a monthly report of Qwest's performance for the
measurements identified in the PAP by the last day of the month following the month for
which performance results are being reported. However, Qwest shall have a grace period
five business days. so that Qwest shall not be deemed out of compliance with its reporting
obligations before the expiration of the five business Dav Erace Deriod. Qwest will collect,
analyze, and report performance data for the measurements listed on Attachment l in
accordance with the most recent version of the Service Performance Indicator Definitions
(PID). Upon a CLEC's request, data files of the CLEC's raw data, or any subset thereof, will
be transmitted, without charge, to the CLEC in a mutually acceptable format, protocol, and
transmission medium.

14.2 Q west will also provide the Commission a monthly report of aggregate CLEC
performance results pursuant to the PAP by the last day of the month following the month for
which performance results are being reported. However, Qwest shall have a grace period of
five business days. so that Qwest shall not be deemed out of compliance with its reporting
obligations before the expiration of the five business Dav Qrace period. -Indiv idual CLEC
reports will also be available to the Commission upon request. Upon the Commission's
request, data tiles of the CLEC raw data, or any subject thereof, will be transmitted, without
charge, to the Commission in a mutually acceptable format, protocol, and transmission form.
By accepting this PAP, each CLEC consents to Qwest providing that CLEC's report and raw
data to State Commissions upon the Commission's request.

14.3 [rt the event that Qwest does not provide CLEC and the Commission with a monthly
report by the last day of the month following the month for which performance results are
being reported, Qwest will pay to the State a total of $500 for each business day for which
performance reports are due after the five business day grace period. This amount represents
the total for missing any deadline, rather than a payment per report. Prior to the date of a
payment for late reports, Qwest may file a request for waiver of the payment, which states the
reasons for the waiver.

15.0 Audits/kwestigations of Performance Results

l5.l: Qwest will create a separate financial system which will take performance results as
inputs and calculate payments according to the terms of the PAP. An independent audit of this
financial system shall be initiated one year after the effective date of the PAP and a second
audit shall be started no later than 18 months thereafter. The auditor will be chosen and paid
for by Qwest. Alternatively, the Arizona Commission staff may choose to conduct this audit
itself. The necessity of any subsequent audits of the financial system shall be considered in
the six-month PAP reviews, based upon the experience of the first two audits.
If as a result of the audit, it is determined that Qwest underpaid, Qwest will add bill credits to
CLECs and/or make additional payments to the State to the extent that it underpaid. In the
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event Qwest overpaid, future Bil! credits to CLECs and/or future payments to the State will be
offset by the amount of the overage. All under and over payments will be credited with
interest at the one year U- S. Treasury rate.

l5.2: In the event of a disagreement between Qwest and the CLEC participating in this PAP
as to any issue regarding the accuracy or integrity of data collected, generated, and reported
pursuant to the PAP, Qwest and the CLEC shall first consult with one another and attempt in
good faith to resolve the issue. I f an issue is not resolved within 45 days after a request for
consultation, the CLEC and Qwest may upon a demonstration of good cause (e.g., evidence of
material errors or discrepancies) request an independent audit to be conducted, at the initiating
patty's expense. The scope of the audit will be limited to performance measurement data
collection, data reporting processes, and calculation of performance results and payments for
a specific performance measurement. An audit may not be commenced more than 12 months
following the month in which the alleged inaccurate results were first reported.

If an audit identifies a material deficiency affecting results, the responsible party shall
reirnbLu'se the other party for the expense of the third party auditor, assuming the responsible
party was not the party initiating the audit. In the event the CLEC is found to be responsible
for the deficiency, any overpayment made to the CLEC as a result of the deficiency shall be
refunded to Qwest with interest and any affected portion of future payments will be
suspended until the CLEC corrects the deficiency. In the event that Qwest is found to be
responsible for the deficiency, Qwest will pay the CLEC the amount that would have been
due under the PAP if not for the deficiency, including interest.

Neither CLEC nor Qwest may request more than two audits per calendar year for the entire
Qwest in-region states. Each audit request shall be limited to no more than two performance
measurements per audit. For purposes of these provisions, a performance measurement is a
Performance Indicator Definition (PID), Ag., OP-3, Installation Commitments Met. CLEC
agrees that Qwest shall not be required to conduct more than 3 audits at one time for its 14 in-
region states, notwithstanding who has initiated the audit, and notwithstanding the
provisions in this paragraph. This provision shall exclusively govern audits regarding
performance measurements. Qwest agrees to inform Commission Staff and all CLECs of the
results of an audit.

15.3: Qwest will investigate any second consecutive Tier-2 miss to determine the cause of the
miss and to identify the action needed in order to meet the standard set forth in the
performance measurements. To the extent an investigation determines that a CLEC was
responsible in whole or in part for the Tier-2 misses, Qwest shall receive credit against future
Tier-2 payments in an amount equal to the Tier-2 payments that should not have been made.
The relevant portion of subsequent Tier-2 payments will not be owed until any responsible
CLEC problems are corrected. For the ptuposes of this sub-section, Tier-I performance
measurements that have not been designated as Tier-2 will be aggregated and the aggregate
results will be investigated pursuant to the terms of this Agreement.
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16.0 Reviews

Every six (6) months, Qwest, CLECs, and the Commission shall review the performance
measurements to determine whether measurements should be added, deleted, or modified,
whether the applicable benchmark standards should be modified or replaced by parity
standards, and whether to move a classification of a measure to High, Medium, or Low or
Tier-1 to Tier-2. The criterion for reclassification of a measure shall be whether the actual
volume of data points was less or greater than anticipated. Criteria for review of performance
measurements, other than for possible reclassification, shall be whether there exists an
omission or failure to capture intended performance, and whether there is duplication of
another measurement. The first six-month period will begin upon the FCC's approval of
Qwest's 271 application for that particular state. Any changes to existing performance
measurements in this and~this-PAP shall not be made be without byQwest's consent.._~atlutual
agreement of the parties.

Qwest will make the PAP available for CLEC interconnection agreements until such time as
Qwest eliminates its Section 272 affiliate. At that time, the Commission and Qwest shall
review the appropriateness of the PAP and whether its continuation is necessary. However, in
the event Qwest exits the interLATA market, that State PAP shall be rescinded immediately.

17.0 Voluntary Performance Assurance Plan

This plan represents Qwest's voluntary offer to provide performance assurance. Nothing in
this plan or in any conclusion of non-conformance of Qwest's service performance with the
standards defined in this plan shall be construed to be, of itself, non-conformance with the
Act.
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Jeopardy Notice Interval PO-8 _X
Timely Jeopardy Notices PO-9 X

ORDERING AND PROVISIONING
[nstallatiqg*QQ;11;1;_itments Met Qp-3° _x X
Installation intervals 0p44 _x _x

0New Service Installation Cali P-5 _x _3
Delaved Dave OP-6= X X
Number Portgbiljtv Timelines; Q_p-8 X .x
Coordinated Cuts On Time - Unbundled Looks OP-13a X x

M T ENANCE AND REPAIR
Out of Service Cleared within 24 hours MR~3 X
All Trqublps; Cleared .within 4 hdqrs MRr5 X
Mean time to Restore MR-6a b c X
Rgggir Repel;Report Rate MR-7 X X
Trouble Rate M R-8 X X

BILLING
Time to Provide Recorded Usage Records BI-I x
Billing Accuracv~Adiustments up;Er tors BI-3 X
BiHig;.{QomQleteness B14 X X

NETWORK PERFORMANCE
Trunk Blocking NI-1 _.X K
NXX Code Activation np-1- x )<

T-00000A-97-0238

Attachment I: Ti_q;:l and Tier-2 Perfomanc gasurements Subject._t9 Per Occurrence Pgymeg

a. PO»3 is limited to PO-3a-I _ Po-3b-I . and PO-3c.

b.__}3g3; is in¢l.u.d¢.d with PO-7 as two "families:"__PQ-6a/PO-7a and.LQ-6b/'PO-7b. Measurements within each family

share a simple payment opportunity with only the measurements with the highest navment being maid.

c. OP-3 is included as three "families:" OP-3a/3b. OP-3c,and OP-3dfe. Measurements within each family share a
singlepayment opportunity with only the measurement with the highestpayment being paid.

d. OP-4 is included with 0p-6 as five "families:" OP-4a/0P-6-1. OP-4b/0P-6-2, OP~4c/0P-6-3, OP-4d/0P-6-4. and
OP-4e/0P-6-5. Measurements within each family share a singlepaymentopportunity with only the measurement with
the highest payment being paid.

For purpose ;he PAP. OP-6a and OP-6b_wil l  be combined andgeated as me. The combined OF 6 breaks down

to OP-6-1 (_withirl MSA), QP-6-2 (outside: MSAL OP-6-3 (no dispatch). QP-6-4 (zone ll. and OP-6-5 (zone 21.
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GATEWAY AVAILABILITY
Avuilubili 'of MA MA GUI GA--¥ -X
Gat cwmy Availability [MA EDI CA q -14
Gateway Availability EB TA GA-3 -X-

EXACTGnaw ay Avuilubili CA A - x
Gutcvuuy Awuilubili I GUI Roper GA-6 - x

pau: ollnnwononns
Dre Order/Order Response Time 419+ - x
LSR Rejection Notice Interval P9-3 - x
Firm Order Confirmations On Time 99--5 - x 44
» 4.I I 41 1 FL11. PQ-4 -X-JJ

Jeopardy Notice Interval PQ-8 -X~
o'1DE1u* 'C AT 1D pnovr"IOP n.*C

Calls Answered within Tuvcn 1 Sc cords QP-2 *IE
Installation Commitments Met GP-3° -X- 5(-
Installation Intervals Q11.4* -X

INew Service Injtullation utility 941-5 - X 94
Dv:';1yed Day; GP--6' - x
Number Pormbili Timeliness QP-8 -X- - x

1 11. .-11 r1
1 QP-1-30 -44 -XJ

l\'L*\INTENANCE AND REPAIR
4r 'rl-.1 "'| MR 'v 5(-J

Out of Senficc Cleared within 34 hours 4448 - x
'\ll Troubles Cleared within 4 hours MR-5 - x
Mean time to Reston: VIR 6a,b,e -X-
Repair Rcpcut Rcpout Ruth M-R4 -X- 4
Trouble Rule 8148-8 4(- 5(-

B-I-I:I=H4G
Time to Provide Recorded Usage Records 18-1- - x X
Billing Accuracy *adjustments for Errors 84-3 -X
Billing Completeness 8;-4 - x - x

1 'ET'.VOPK ỳ »E1`» FCP 1 :Ax ICE

Trunk Blocking PH-4 - x >4
NIX Code Activation Np-+ - X 4

CO' LOCATION
Installation Intcrvul Qs-+ -xi
Installation Commitments Met GP-8 - x 54
Feusibiliw Study Inters al GP-3 - x
Fcasibili Study Commitments Met GF-4 - x

T-00000A-97-0238

Attachment 2; Performance Measurements Subject to Per Measure Caps

Billing
Time to Provide Recorded Usage Records - BI-I (Tier-I/Tier-2)
Billing Accuracy - Adjustments for Errors - BI-3 (Tier-1)
Billing Completeness - BI-4 (Tier-1/Tier-2)

Attachment 1: Tier l and Tier E Performance Measurements

n. OP 3 is includedas three "f'amiiies:" OP 3sL'3b, OP 30, and OP 3d/e. Measurements within each family shewed

mingle payment opportunity with only the measurement with the highest payment being paid.
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b. on A is ineludczi WI:l' OP 6 as "ve ""ami'i<.::" on 4a.'0I" é  'g GP "¥:.'OP 6 11 OP "2/OP s 11CP .4-:ron 5 A,:nd

GP-4e»4QP-6-§r4u4eesu!emel1tn within eachfamily narc u single puymcnt opportunity with only-the-meesufemeni--vvith
the highest payment being paid.

c. For purponeu of the PAP, OP pa and OP Cb will be combined and treated as one. The combined OP-6 bseeksé ewn

to OP 6 1 (within man), OP 6 2 (outside man), on 6 3 (no dispatch), on 6 4 (none u. and on-6-5(2on@-29,

Page - 24: Revised J'ulv 3. 2001 Apr" ", "MS DECISION no.
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Attachment 2

Performance Measurements Subject to Per Occurrence Payment-3 With ti Cup

Pre Order/Orders
Pre Order/Order Response Time PO 1. (Tier 2)
LSR Rejection Notice Interval DO 3 (Tier 1)
Billing Completion Notification Timeline is PO '7 (Tier 1)

Bi l l ing
Time to Provide Recorded Usage Records BI--l (Tier-1/Tier-2)
Billing Aeeurney Adjustments for Errors BI 3 (Tier-1)
Billing Completeness BI 1 (Tier PITier 2)

Network Performance
Trunk Blocking I*-II 1 (Tier 1/Tier Z)

Performance Measurements Subject to Per Measure Payments

Gateway Availability
Availability of LMA
Gateway Availability
Gateway Availability
Gutcwuy Availubulity
Gateway' Availability

Il'~'IA GUI GA 1 (Tier 2)
MA EDI GA JI (Tier 2)
EB-TA GA-3 (Tier-2)
EXACT GA 4 (Tier 3)

GUI Repair GA 6 (Tier 2)

Ordering & Provisioning
Coils Answered within Twenty Seconds OP 2 (Tier-2)

Maintenance 8: Repair
Calla Answered within Twenty Seeonda MR 'J (Tier E)
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IN THE MATTER OF QWEST coRpo11~\T1on°s
SECTION 271 APPLICATION
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I. FIWDINGS OF FACT1. |

INTRODUCTION1

1. The Telecommunications Act of 1996 ("1996 Act") provided a method by
which Regional Betl Operating Companies may receive Section 271 approval and enter
the interLATA long distance market. The 1996 Act conditions such approval on the
opening of local markets no compeTltion. The Federal Communications Commission
("FCC") has emphasized the importance of tour key components of any Section 271
filing: 1) open participation of all interested parties, 2) independent third party testing of
operation support systems ("OSS"), 3) design of peribmiahce measurements and
standards, and 4) adoption of performance assurance measures which create a financial
incentive for post-entry Section 271 compliance. Qwest's Performance Assurance Plan
("PAP") addresses the fourth component of the Section 271 process.

I

2. The development of a PAP is a serious undertaking. Any incumbent local
service carrier has a clear economic inceNtive to stave off competition.; Due to this fact,
the FCC encourages the monitoring at" a Bell Operating Company's ("BOCa") wholesale
performance through the development of a post-entry wholesale performance assurance
plan.

3. This Staff Report provides an overview of the PAP process for Qwest
Corporation ("Qwest") J. in Arizona, the positions of Workshop parrieipzints, resolutions
reached between the parties, a summary of impasse issues including the parties' positions
on each, and Staffs impasse resolution proposals.

B. PROCEDURAL HISTORYr

4. A total of seven workshops on the Arizona PAP were held in 2000 and
2001. Issues relating to the PAP w'ere_giiscussed and presented at each workshop. All
interested parties were invited to participate.

Application of Bell Atlantic New York t`or Authorization Under Section 271 of the Communications Act
to Provide In-Region, InterdATA Service in the State of New York, MernoranOum Opinion and Order, CC
Docket 99-?95, rt Para 8 (December 22, 1999) (Bell Atlantic New York Order).
1 See Richard A. Epstein, A Clear View of' T//ze Cathedra/.. The Dominance ofpropr8r!y Rules, .06 YALE
L..l. 209 i, 21 19 (1997) ("the blockade position of the local monopolists is such that they would have every
incentive to guard access to their networks against would~be compeNtors").
J Bell Atlantic New York Order at Paras 42980, Application of Sotithwestern Bell Telephone Company,
and Southwestern Bell Communications Services, Inc., d/B/'a Southwestern Bell Long Distance Pursuant to
Section 271 of the Communications Act to Provide Inner-LATA Service in the State of Texas,
Memorandum Opinion and Order, CC Docket No. 00-65 at Para 420 12000) (hereinafter, "SBC Texas
Ofd€y-")_
* For simplicity purposes, this SraftlReport's references to "Qwest" shall mean "Qwest and its assignees or
successors."

1
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5. On July 13, 7000, the inst Workshop on the PAP took place at the
Commission's oftlces in Phoenix. The Arizona Corporation Commission ("ACC") Staff,
Commission consultants - Doherty 84 Company ("DCl"), and Qwest were present at the
Workshop. The following CLECs were in attendance: Alltel, GST, WorldCom, Z-Tel,
SBC Telecom, Southwestern Bell Telecom, Esc felon Telecom, Inc., Electric Lightwave,
inc., Cox Arizona Telecom, Lnc., and e-spire Communications. The Residential Utility
Consumer Ofice ("RLlCO").was also present.

-  6 . On July 25 and 26, 2000, the second Workshop on the PAP took place at
the Cornrnission's offices in Phoenix. The ACC Staff, DCI, and Qwest were present at
the Workshop. The following CLECs were in attendance: WorldCom, Z-Tel, Eschelon
Telecom, Inc., Electric Lightwave, inc., and Alltel. Woric1Corn, Z-Tel, and Eschelon
Telecom, Inc. were present telephonically. RUCK was also present.

7. On August 22 and 23, 2000, the third Workshop on the PAP took place at
the Commission's oftrces in Phoenix. The ACC Staff, DCI, and Qwest were present at
the Workshop. The following CLECs were in attendance: WorldCom, Z-Tel, Esc felon
Telecom, Inc., Electric Lightvwve, Inc., SBC Telecom, Southwestern Bell Telecom, Pac-
Tel, and Alltel. Pay-Tel and Eschelon Telecom, inc. were present telephonically. RUN()
was also present. Kelley Drye 84 Warren LLP were present telephonically

8. On October 17 and 18, 2000, the fourth Workshop on the PAP took place
at Overt's office at 5090 North 40 h Street in Phoenix. The ACC Staff, DCI, and Qwest
were present at the Workshop. The following CLECs were in attendance: WorldCom, Z-
Tel, and SBC Telecom, Cox Arizona Telecom, Inc. ("Cox") and esplre Communications
("e-spire") were present telephonically for the inst day of the workshop.

9. On December 18 and 19, 2000, the 85th Workshop on the PAP took place
at the Commission's offices in Phoenix. The ACC Staff, DCI, and Qwest were present at
the Workshop. The following CLECs were in attendance; WorldCom, Z-Tel, SBC
Telecom, and Coved. RUCO was also present.

10.- On February 5 and 6, 2001, the sixth Workshop on the PAP took place at
Hewlett Pack;1rd's ("HP") offices in Phoenix. The ACC Staff, DCI, and Qwest
Corporation ("Qwest") were present at the Workshop. The following CLECs were in
attendance: WorldCom, Z-Tel, SBC Telecom, and Sprint Communications Company
("Sprint"), The U.S. Department oflustice ("DOJ") was also present.

l 1. On April 2 and 3, 2001, The seventh and final Workshop on the PAP took
place at HP's offices in Phoenix. The ACC Staff, DCI, and Qwest were present at the
Workshop. The following CLECs were in attendance; WorldCom, Z-Tel, and SBC
Telecom. Cox participated telephonically.

JECISICDN NG.
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C. FCC PUBLIC INTEREST ANALYSIS

12. There is no express requirement in Section 271 that 3. BOC be subject to a
Performance Assurance Plan, The FCC does not require such plans and therefore the
FCC does not impose requirements for its structure if a State adopts one, Nonetheless, it
is a critical consideration in assuring that the local market will remain open after Qwest
receives section 271 authorization. The existence of a satistlactot'jv' performance
monitoring and enforcement mechanism is probative evidence that the BOC will continue
to meet its section 271 obligations after a grant of such authority.

13. The FCC has offered the following basic PAP components as guidelines:
(1) penalties linked to effective performance measures that can be expanded as necessary,
(2) a clear and detailed enforcement structure that mainly relies on self-_executing
penalties, and (3) a process for validating and auditing the performance results." There is
no single PAP which all states must instinitef' Therefore, each stare has at its discretion
the crafting of a suitable PAP?

D. POSITION OF QWEST

14. In September, 2000 Qwest submitted a modified PAP which was patterned
after the PAP submitted by Southwestern Bell for the State otlTex;1s and approved by the
FCC. At the time Qwest stated that it believed that the Commission, CLECs and the
Company could avoid unnecessary controversy and depletion of resources m attemptmq
to create a PAP from scratch.

15. The rnoditied Qwest PAP adopted virtually the same payment structure
and key statistical and payment schedules as the Southwestern Bell Texas PAP. The
Qwest PAP requires specified levels of wholesale performance as determined by the
perfdrrrrance measures (Performance Indicator Dednitions "Pl'Ds") and assesses tinancisil
liability for failure to meet the standards.

16. Tire: niodihcd Q-west P.-u. included 'cay 1m=» .=ur¢1ne1.t=, agreed to in the
Arizona Workshops and the Regional Oversight Committee ("ROC") workshops. in its
revised PAP, Qwest included thirty-one of the Etty-one ROC» "Arizona PIDs. Of the
twenty not included, Qwest stated that fourteen were diagnostic or parity by design.
Qwest stated that as such, they are not appropriate for inclusion in a PAP. Qwest stated
that the remaining six measurements were not included because they were not requested
by the CLECs in the Arizona 271 workshops or because they were duplicative of other
measurements included in the Qwest PAP. Qwest further stated that it had previously
responded to the CLECs expressed concerns over the number of sub~meztsurernents by
agreeing at the last workshop to add 94 additional sub-measurements. With this filing,
Qwest is increasing the number of sub-measurements included in the PAP to 47 l .

. laic New York Order at Paras 437-444. _
':Compare= e.g., Bell Atlantic New York Order Ar Paras 431-443 with SBC Texas Order at Paras 422-30.
. Se: SBC Texas Order at Para. 423 (reviewing under a "zone otlreasonablen<:ss" standard).

4 DECISICJN NG. .I
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17. Qwest Further stated that its revised PAP contained a two-tiered, escalating
and shill-executing remedy structure. Similar to the Texas plan, the measurements are
designated as Tier I, Tier H or both Tier l and Tier II. Tier i payments to CLEfs are
triggered immediately the first month that Qwest fails to meet a measurement standard
and escalate according to the degree to which the parity or benchmark standard for a
particular measurement is missed, tile duration of non-conforming performance and the
weight assigned to the particular measurements. Qwest stated that under its revised Plan,
dollar amounts are assigned to Tier I measurement to be paid on a per occurrence basis,
or in a few instances on a per measurement basis The dollar amounts increase with the
designation from "low" to "medium" to "high". For the vast majority of Tier I
measurements, the assigned dollar amount is multiplied by the number of occurrences
needed to bring the measurement result to parity or the agreed to benchmark. Thus,
CLEC payments escalate the Further away the Qwest performance is from the designated
measurement standard. Finally, the payment amount increases each of the first 6 months
for which the results are non-conforming.

18. Qwest's revised PAP also includes Tier H remedies payable to a State
Fund. Tier H payments are triggered automatically after three consecutive months of
non-conforming service results. Dollar amounts are assigned to Tier ll measurements on
a per occurrence or per measurement basis. The dollar amounts increase with the
designation from "low" to "medium" to "lligh". For the vast majority of Tier ll
measurements, Qwest stated -that the amount of payment increased the further
performance is from the designated measurement standard.

19. The parity standard is used when there is a retail analog. The parity
standard is met when the service Qwest provides to CLECs is equivalent to that which it
provides to its retail customers.3 Qwest proposed a statistical test, namely the modified
"Z-test", for evaluating the difference between two means (i.e., Qwest and CLEC service
or repair intervals) or two percentages (e.g., Qwest and CLEC proportions), to determine
whether a parity condition exists between the results for Qwest and the CLECs. Qwest

are 30
or more. Fer C-tt-ng fasurenieri-5 --iiiC'5 the Lairrber of aa.a points are 30 or less,
Qwest proposed using a permutation test to determine the statistical significance of the
difference between Qwest and the CLEC. Qwest would be in conformance when the
monthly performance results for parity and benchmark measurements are such that the
calculated Z test statistics are not greater than the Critical Z-values. Certain measures
have no retail analog to make parity comparisons with. These measures have been
assigned benchmarks and are evaluated on a stare and compare basis.

stated that the modified "Z~test" would be applicable if the number of data prims

20. Qwestls revised PAP puts at risk 36% of the Company's "net revenues"
derived from the local exchange services.

s For performance measurements that have no Qwest retail analogue, agreed upon benchmarks are used.
Because variation may occur around the benchmark, a statistical test is used to determine whether the
variation is within a statistical range.

5 DECISIon no.
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21. Qwest stated that its revised PAP incorporates periormzmce measurements
that will ensure Qwest's service performance to competitors can be measured and
monitored so that any degradation of the agreed upon level of service is detected and
corrected.

22. Qwest also stated that the performance measurements incorporated into
the Qwest PAP are broad based enough to cover all the modes of entry, resale,
interconnection and the purchase of unb_L1ndled network elements.

E. POSITION OF THE CLECS

23. Z-Tei originally proposed a competing PAP, called the Zone Parity
approach. The Zone Parity approach is a non-statistical plan which Z-Tel claimed was
easy to understand and implement and its results were easy to interpret.

24. Z-Tel identified the following objectives for any PAP: l) the PAP should
ensure that the quality of services provided to the CLECs by the ILEC is "just,
reasonable, and nondiscriminatory" and "...at least equal in quality Lo that provided by
the local exchange carrier Lo itself or to any subsidiary, affiliate, or any other party...";
2) the measurement procedures of the PAP should be easy to understand, calculate and
interpret and should minimize administrative cost, 3) the plan should be competition-
or customer-focused and promote reasonable expectations about the quality of service the
ILEC will provide CLEfs, 4) the measurement procedures should be credible, and based
on accurate and reliable data, and 5) the plan should be broadly consistent with the
plentitude of underlying principles offered by the various participants and State and
Federal regulatory agencies.

25. Z-Tel claimed that its Zone Parity proposal was superior to other PAPs
because it did not rely on statistical approaches to performance measurement. Statistical
procedures, while routine and comprehensible to statisticians, are inordinately complex
for the statistical layperson. In addition, Z-Tel states that as long as the ILEC is
prowidit.; tat: same level of .sc;-1 ice quality-te -itself and the CLECs, performance is .
deemed adequate under the statistical approach. However, statistically identical service
may be neither "just" or "reasonable". According, to Z-Tei if the [LEC's service quality
is reduced, the statistical approach will not detect it as long as everyone receives the same
poor service.

26, Z-Tel argued, there-zfore, that its approach was superior because of the
inability of the statistical approach to captilre absolute performance. This is a serious
shortcoming because CLECs are harmed relatively more than LLECs t`or a given "parity"
reduction in the quality of service.
customers to switch from the services of the ILEC to those of the CLEC.

The CLEE: business plan relies on convincing

27. Benchmarks, according to Z-Tei, do not suffer from this flaw. By setting
an absolute level of quality, the ILEC is unable to increase the costs of switching with a
"parity' reductioN in quality. Z-Tel claimed that its Zone Parity' benchmarks, because

6 DECISION NC. » -
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they are based on actual performance data, consider both the relative and absolute quality
dimensions of performance.

78. SBC also proposed a PAP that was almost identical to the Texas plan.

29. On September 25, 2000, WorldCom, Esc felon Telecom ("Esclieion") and
Electric Lightwave 8ieLl a separate joint proposed PAP ("Joint CLEC PAP"). The Joint
CLEC PAP which also proposed the use of "zone benchmarks" in the application at
performance measurements. The zone 'oenclmmark standarels would be gradually raised
over time.

F. Q\;VEST*S RESPUNSE

30. Qwest opposed the Zone Purity approach and the Joint CLEC PAP which
was also based upon the use of zone benchmarks. Qwest claimed the Joint CLECs'
attempt to convert parity performance measurements into benchmark measurements for
the purposes at calculating PAP payments is a clear departure tram the requirements or
the Telecommunications Act and is unacceptable. Qwest stated that central to the
concept of discrimination is the comparison of service provided to CLECs to service
provided to Qwest retail customers during the same time period. Qwest argued that the
Joint CLECs' zone proposal would result in a level of payment that would not relate to
the level of discriminatory conduct.

31. Qwest also argued that the Joint CLEC proposal did not provide the
concrete details regarding their zone proposal, specifically the zone benchmarks for each
performance sub-measurement.

3*. Qwest also claimed that the Joint CLEC zone proposal added unnecessary
complexity and was not necessary to discourage discrimination.

33. Qwest claimed that other critical and controversial elements missing from
'the Joint CLJcLC propoéin 'aré"l) the PrO bzibility of detection that Qwest believes it would
be subject to, 2) the discount rate that Qwest would use in decision making, 3) the
number of years Qwest expects to retain each type of customer due to act of
discrimination, 4) the scale value representing the visibility of each performance sub-
measurement to the customer, and 5) the number of customers indirectly affected by an
act of discrimination.

n

34. With regard ro the SBC Plan, Qwest commented that Qwest had already
adopted the key plan structure, statist'3"' methods, and payment tables from the Texas
plan for the Qwest PAP. Therefore, Qwest stated that Qwest's and SBC's proposals have
many common elements and are generally similar, However, Qwest noted that SBC
would have the Commission adopt the Texas performance IT1@zlsl-l£IEm3uls»  Qwest stated
that it strenuously opposes the adoption of new performance measurements. Qwest states
that SBC would leave the Commission throw out the entirety of the PIDs developed in the

7
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Arizona performance workshops and substitute the Texas performance measurements. In
this regard, Qwest stated that the SBC proposal is unreasonable.

G. SUMMARY OF QWEST'S PROPOSED PAP9

35. The parties involved in this proceeding agreed at the fifth PAP Workshop
to use the PAP approved by the FCC in SBC Telecom, Lnc.ls 271 application in Texas as
a foundatiom 0 Qwest's proposed Performance Assurance Plan ("PAP"), which is based
on the SBC Texas plan, is summarized below, Throughout the workshop process, Qwest
has revised and modified its proposed PAP. In this summary, Staff will describe the PAP
using Qwest's most recently submitted proposal tiled on July 6, 2001.

Performance Measurements

36. Under Qwest's proposed plan, Qwest's wholesale performance will be
evaluated on twenty-two separate performance measures. Each of these measures is
divided into several sub-rneasures to account for differences in product types and/or
geography. The pass/fail criteria on some perfomiance measures is whether Qwest's
wholesale performance is at parity with its retail performance, For measures which do
not have a "retail analog", benchmarks have been established as pass/fail criteria. The
development of the performance measures is discussed below in Section H.

JT. Penalty payments under Qwestls proposed PAP are divided into two
categories or "tiers". The performance measurements which are evaluated in the PAP are
placed in either or both of these tiers. Tier I payments are made by Qwest to individual
CLECs if a performance measure in this category is missed. Data is reviewed at the
individual CLEC level in order to assess Tier I payments. Tier ll payments are based on
aggregate CLEC results. If a measure is missed at an aggregate CLEC level for three
consecutive months, then Qwest would make a Tier ll payment. Tier II funds do not go
to individual CLEC s. There are differing ideas as to the destination of Tier ll payments.
These ideas are discussed in Section l, DISPUTED ISSUE NO. 12.

. .-

38. Some measures are categorized as only Tier I. Many measurements are
categorized as Tier I and Tier H. This indicates that Qwest will be measured for its
performance at an individual CLEC basis and at an aggregate level. For these measures,
a Qwest failure at meeting both of these standards could result in two types of payments.

39. Each of the evaluated performance measures are given different weights;
High, Medium, or Low, These weights indicate the relative importance of the measure in
ensuring competitive local services in Arizona. Initially, Qwest utilized the weighting in
the Texas PAP and made changes based on comments or concerns raised in the Arizona
proceeding. The level of payment that Qwest provides depends on the weight given to

9 in the initial Staff Report docketed on October 29, 2001, Section G was mislabeled "Resolved Issues."
Rclaheling Section G should resolve many of WorldCom's issues requrding the initial Staff report
paragraphs 38 through 45,
10 See transcript for PAP Workshop 5 held on December 18, 2000, Volume I pages l 19 - 122.

4 a
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the performance measure. Qwest will be required ro pay a greater penalty on missed
measures with a High weighting than for Medium or Low. The Medium weighting
would then receive the next highest level of payment, with Low weighting receiving the
lowest level.

40.
per rnezlsurernent. Per occurrence payments are calculated using ti set dollar payment and
multiplying it by the number of occurrences of failure. Per meastirernent payments are
calculated using a set payment Ievei t`or a measurement at a particular weighting level.
Table 3 in this report presents the payment levels associated with these two methods of
payment. The payment levels tor both of these methods increase as the number of
consecutive failures increase.

41. There are two types of standards used in determining whether Qwest
failed or passed a performance measurement. The first type of standard is called "parity".
If a Qwest performance measure has a parity standard, then Qwest must .provide
wholesale service that is at the same level (statistically) as Qwest's retail service, The
second type of standard is called a "henclLmark." Benchmark standards are used for
performance measures for which there is no retail equivalent. Benchmarks give a certain
standard (e.g., 95% of firm order commitments in less than 90 minutes, etc.) which
Qwest must meet in order to pass a performance measure with a benchmark.

42. Some performance measurements have a "diaglostic" standard rather than
a parity or benchmark standard. Data is Gathered on Qwestls performance on diagnostic
l"l'lcz1sll{IElTy1€I1is. However, Qwest is not penalized based on this performance. Data
gathered on these diagnostic measures will be reviewed at a later date to determine
whether these measures should be given parity or benchmark standards, making Qwest
liable for penalties for failures on these measurements. Currently, there are on-going
discussions about converting certain diagnostic measures to benchmark or parity
measures,

4 The ,,e.-formauee measurements to be evaluates! are attached. in Annendiy
A`. This attachment gives definitions, standards, weighting, and other details of each
measure.

44. In order to determine whether Qwest meets a parity standard, statistical
analysis will be used. For a given measure, this analysis compares the mean of wholesale
observed data to the mean of observed retail data to determine whether a failure to meet a
standard can be deemed statistically insignificant or significant. If the difference in
means is determined to be statistically significant, the percent difference between the two
means is used to calculate the number of occurrences that are eligible for payments.

45. Measures with benchmarks are evaluated on a "stare and compare" basis
with no statistical analysis. For example, performance measure PO-5a requires that firm

Penalty payments are determined in one of two ways: per occurrence or

Statistical Analysis
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order confirmations on certain orders be delivered within 20 minutes 95% of the time. If
the data indicate that Qwest has met or exceeded the 95% benchmark, then Qwest makes
no payments. If the data indicate that Qwest is below the benchmark, then Qwest will be
liable for penalty payments. The number of occurrences that are eligible for payments
will be based on the difference between the actual performance and the benchmark.

Other Aspects of PAP

46. Qwest's PAP contains a section regarding the limitations of the plan. This
section details how the plan may and may not be used. Qwest also highlights how PAP
data will be reported. Qwest mentions that the PAP will be reviewed every six months in
order to make changes or modifications to the plan. This review will determine if
performance measurements need to be changed, added, or deleted. It will also review the
weighting of measures, measurement standards, and payment levels.

H. ISSU s RESOLVED BETWEEN THE PARTIES

47. The parties involved in this proceeding agreed at the fifth Arizona PAP
Workshop to use the PAP approved by the FCC in SBC Telecom, Inc.'s 271 application
in Texas as a foundation. The Texas PAP contained a provision for six-month reviews of
the PAP after ii is approved. Parties ro the Arizona proceeding agreed to this provision as
well. Starting from the Texas PAP, several disputed issues were identified. The parties
were able to resolve many of these issues without direct Staff intervention. These
resolved issues are discussed and summarized below.

Performance Measurements

48. Prior to the star of the PAP Workshop process, the Arizona Test Advisory
Group (TAG) developed its own performance measurements (known as Performance
Indicator Definitions or PIDs) for use in the Arizona OSS tes1.11 The TAG is made up of
Qwest and numerous CLEfs, principally WorldCom and AT8cT. The Arizona TAG also
reviewed tile perfornraiiee rneasuiernents adopted tn New York an '":i;a°  :;; *heir
development of the Arizona PID. Therefore, the parties to the Arizona PAP Workshops
agreed to begin with these measurements rather than the measurements created in the
Texas PAP. Additional PIDs rnav he created or current PIDs modified as requested he
parties through the Arizona TAG.

Texas Six-Month PAP Review

49. The Texas PAP called for a review of the PAP after it had been in
operation forsix months. The first six-month review resulted in many modifications to
the Texas PAP, Qwest has agreed to adopt the changes made to the Texas PAP in its first
six-month review, with one exception. The exception is that Qwest did not agree to
perform root cause analysis after rnissina* a measure for two consecutive months. This

it See Aprmndix A; AZ 271 Working PID
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issue will be Further discussed in Section I under the title
Resolution."

"Dx5nLu€fi Issues and

Additional PIDs (pAp_1) "

50. in the ROC PAP process,'3 three additional Plus were agreed to by the
participating parties: GA-3 ("Gateway Availability - EB-TA")_ GA--1 ("System
Availabililv - EX.-\CT"), and GA-6 ("Gateway Availability - -GUI Repair"). Qwest
proposed than these be included if they were only classified as Tier II measures.
Violation of Tier H measures would result in penalty payrrlents, but no: to CLECs.
Qwest made this same proposal in the Arizona proceeding. WorldCom agreed to this
proposal. _

51. CLECs proposed that PID MR-6 ("Mean Time to Restot'e") be included in
the PAP. Qwest and the CLECs came to the following agreement: 1) include MR-3a,
MR-3b, MR-3c (MR-3 measures "Out of' Service Cleared Within 24 HoLirs"), MR-6a,
MR-6b, and MR-6c for non-designed services, and 2) include MR-Bd, MR-3e, MR-5a,
and MR-5b (MR-5 measures "All Troubles Cleared Within 4 l-lours") for design services.
Non-designed services are services which are standard and for which Qwest currently has
facilities. Designed services are services for which Qwest must design new facilities in
order to provision the service.

52. All parties agreed to include OP-4 ("lnstallation Imerv;1l") and OP-6
("Delayed Dave") as a set of live "families": OP-4a/'OP-6-l, OP-4b/0P-6~2, etc. For
example, OP-4a and OP-6»1 would both be in the PAP. However, if both measures are
missed, Qwest would only make one penalty payment. The penalty payment would be
made on the measurement with the highest payment, All parties agreed that CP-3
(̀ "lnstallatlon Commitments B/le'€") would stand alone. and not be included in the above
"family" concept. However, OP-3 would be included as three families; OP-3a/Bb, OP-8c,
and OP-Sd/e.

F ' l R0llin§_l1rw.$;rdQ)-XP-631

53. Parties agreed that if monthly caps are imposed on the total amount Qwest
will pay, then the unused balance would move forward into the subsequent months.
Therefore, the cap balance will move forward on a m_onLhly basis until the end of the
year.

1. DISPUTED ISSUES AND RESOLUTION

54. Below is a summary of the positions of the parties on the PAP issues that
were at impasse at the end of the workshop on April 2-3, 2001. At the last 'Workshop at

l: PAP-# refers to the issue number tram the original PAP issues lug.
l.: The ROC PAP process refers to the Regional Oversight Comniittetfs series of workshops on a PAP.
Twelve of the 14 states in Qwest's territory participated in the ROC PAP process (Arizona and Colorado
being the exceptions).
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briefing schedule w:1s established t`or the parties to provide their positions on each of
these issues. The parties tiled Comments on these issues on April 5, 2001, Opening
Briefs on May 10, 200i; and Reply Briefs on May 24, 2001. WorldCom was the only
CLEC to file cowunents on April 5, 2001. WorldCom and Z-Tel jointly lived an opening
brief on May 10, 2001. WorldCom was the only CLEC to tile a reply brief on May 24,
2001.

55. After the Arizona Workshop process was complete, Qwest made several
changes to its proposed PAP during the ROC 'Workshop process. Qwest discussed these
changes in its reply briefs and generally offered to include them in the Arizona PAP. To
allow the CLEfs to comment on Qwest's latest proposal and to allow Qwest to clarify its
proposal, another comment cycle was initiated. On July 6, 2001, Qwest hied its proposed
Arizona PAP changes based on changes made in the ROC. CLECs responded to these
changes on July 26, 2001 Staff filed its Proposed Staff Report on Qwest's Performance
Assurance Plan ("Proposed Report" or "initial Report") on October 29, 2001. Worldcorn
and Qwest tiled comments on the Proposed report on November 8, 2001 and November
9, 9001 respectively. A summary of the parties' positions on each issue is included. Staff
follows with its analysis and recommendation on each of the issues..

D1§P§TED ISSUE ago. 1: Additional PIDS (pAp-_lm

56. There are two main categories for this impasse issue; 1) Pins PO-6 and
P0-7 and 2) PiDs PO-8 and PO~9. Therefore, this section will divide the background,
comments, and Staffs resolution in accordance with each of these main categories.

57. PO-6 measures "Work Completion Notification Timeiiness." Its purpose
is to evaluate the timeliness with which Qwest issues electronic notification to CLECs
that provisioning work on an order has been completed and that sen/ice is available to the
customer. -

58. PO-7 measures "Billing Completion Notification Timeliness.." Its purpose
is to. evaluate the timeliness with which electroniebillinq completion notifications are.
transmitted to CLECs. This measure focuses on the percentage of orders for which
notifications are transmitted (for CLECs) or posted in the billing system (tr Qwest
retail) within Eve business days.

59. PO-8 measures the "Jeopardy Notice Interval." Its purpose is Lo evaluate
the timeliness ofjeopardv notilieations, focusing on how far in advance al' oneal due

dates jeopardy notifications are Provided to CLECs (regardless of whether the due date
was actually missed).

60. PO-9 measures "Timely Jeopardy Notices." Its purpose is so measure the
extent to which Qwest notifies customers in advance of jeopardized due dates when
original due dates are missed.

-4:
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a. Summurv otlQwest and CLEC Positions"

1. PO-6 and PO-7

61. Worldcom and Z-Tel want PO-6 and PO-7 included in the PAP as
individual measures. If this is not possible, they suggest including whichever measure
will result in higher payments to CLECs. Qwest advocates including PO-6 and PO-7 as a

opportunity. If Qwest fails to meet the standards t`or_PO-6 or PO-7, Qwest makes one
payment. If Qwest fails to meet the standards for both PO-6 and PO-7, then Qwest still
only makes one payment.

"family The "family concept signifies that PO~6 and PO-7 would share a payment

62. In its Comments filed on April 5, 2001, and its opening brief, Qwest states
that including PO~6 or PO-7, but not both, is justified because the PAP provides the
CLECs with ample payment opportunities. These payment opportunities exceed the
annual profit the CLECs or Qwest receive from business customers.

63. In their comments tiled on.April 5, 2001, WorldCom, and both WorldCom
and Z-Tel in their joint brief state that PO-6 and PO-7 measure different things. The
work completion notice is needed so that CLECs know as soon as possible that Qwest
has completed the installation. This allows the CLEfs to inform their customers about
order status. The billing completion notice informs the CLECs of the day that Qwest will
stop billing the customer and the date that the CLEC can begin billing the cusrorner. Late
or missing billie completion notices can result in customers being double billed. The
TAG needs to develop an appropriately defined standard for PO-6.

64. WorldCom stales that the Texas PA_P does include measure similar to
PO-6. WorldCom would accept including either PO-6 or PO-7 based on which would
result in higher payments to the CLECs.

65. In its modifications to the PAP to reflect agreements reached in the ROC
PIIOC€S5:. Overt has agreed to Lreat PO-6 and PO-7 as a family in the ROC and makes the
same offer here in Arizona. Qwest filed comments on this issue in its tiling on the ROC
proceeding. Qwest states that in the ROC CLECs agreed to include PO-6 and PO-7 as a
"family." PO-6a and P0-721, Po-6b and P0-7'o, and PO-6<: and PO-70 would become
three "Eatnilies." Each family is composed of two sub-measures. If Qwest misses both
sub-measures in a family, then Qwest would pay a penalty on whichever sub-measure
would result in a higher payment.

PO-8 and PO-9

66. WorldCom wants PO~8 and PO-9 included as individual measures. Qwest
advocates including PO-8 and PO-9 as a "family"

14 . * A - . . 11 .Throughout this report the secnons labeled ' a. summary at Qwest. and CLEC Pos mons contain only a
summary of the parties positions, these sections do not represent Statlfls position.

2.
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67 Qwest stales that including PO-8 and PO-9 could make Qwest liable for
two payments on one late Jeopardy Notice. Qwest proposes that PO-8 and PO-9 should
be included as a "family"

68. WorldCom and Z-Tel state that PO~8 and PO-9 measure different aspects
of the process. PO-9 measures the quality of the process while PO-8 measures the
timeliness of the process. In its Reply Brief, WorldCom also argued that since PO-8 and
PO-9 measure different aspects of the process, WorldCom encourages the Commission to
include borN measures+n the PAP .

69. Lm the ROC, Qwest agreed to include both P0-8 and PO-9 individually
and makes that same offer here in Arizona.

70. WorldCom discusses this issue in its comments on the ROC proceeding.
WorldCom agrees that Qwest's ROC proposal, which it is submitting in Arizona, does
resolve WorldCom's concerns that both PO-8 and PO-9 be included.

Discussion and Staff Recommendation

PO-6 and PO-7

Lm Staffs Proposed Findings of Fact and Conclusions of Law, Staff
believed that this issue was resolved. Staff agreed that PO~6 and PO-7 should be
included as a "family/".

71

72. Comments submitted in response to Staffs initial report did not address
this issue. Staff continues Lo support its prior recommendation.

PO-8 and PO-9

78. Lm Staffs Proposed Findings of Fact and Conclusions of Law, Stat?
believed that this issue was resolved. Staff agreed that PO-8 and PO-9 should both be
included in the PAP. Qwest will be liable for penalties if either measurement standard is
missed. If both standards are missed, then Qwest should make payments for each al
these measures >

71. Comments submitted in response to Staffs initial report did not address
this issue, Staff continues to support its prior recommendation. "

DISPUTED ISSUE NO. 2: Change Management (PAP - 2)

75. Changes to Qwest's OSS systems will affect CLECs who depend on those
systems. in order to best manage Qwest's changes to its systems, and minimize the
negative consequences for CLECs, several change management measures (PIDs) have
been suggested.

DECISION no.
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a. Summarv of Qwest and CLEC Positions

76. Qwest stated that Ir has proposed PO-16 ("Timely Change Management
Notificzltions") and GA-7 ("Timely Outage Resolution Following Software Releases") as
diagnostic change management measures for its PAP. Qwest states that these measures
should be considered for PAP inclusion during the first six-month PAP review. Qwest
states that no additional measures are necessary, but new measures may be considered at
the six-month PAP review.

77. WorldCom Bled comments on this issue on April 5, 2001 and WorldCom
and Z-Tei jointly tiled an opening brief on this issue. These parties indicate that Qwest
has proposed two change management measures: PO-16 and GA-* WorldCom and Z-
Tel state that an additional change management measure for software validation (PO-6 in
New York) should be developed. This software validation measure would measure if the
test deck" provided to CLECs by Qwest is an accurate reflection of real world scenarios.
WorldCom and Z-Tel fiirther recommend measures for the percent of missing
confirmations and rejections as well as billing and provisioning completion notices. The
BANY P " contains a measure titled: "Missing Notifier Trouble Tickets Cleared in
Three Days." WorldCom and Z-Tel recommend that the same measure be adopted here,
with a small change. The change desired would require that the measure be calculated
until the trouble ticket is closed, not just cleared. A related measure on resubmission of
orders should be adopted as well.

78. WorldCom and Z-Tel state that the BANY BAP is more inclusive of
change management measures. The BANY PAP includes measures for the following
issues: notification of system changes, software validation, change management
timeliness, and the resolution of problems within Verizon's (formerly known as Bell
Atlantic's) systems. These measures are subdivided into five categories: emergency,
regulntorv, industry standards, requests by Verizon, and CLEC requests. These measures
and subdivisions include time lines and intervals. WorldCom and Z-Tei mention that this
approach is more iiexible and responsive.

79. Several features of any change management process are listed: 1.) freeze
time to enable CLECs to implement and test a proposed change, 2) time frame and
explanation of effects of new changes, 3) backwards compatibility after installation for a
specific time period, 4) CLEC feedback opportunity, 5) standards for stable test
environment provided to CLECs, and 6) -plan for reversing a ehanee in the presence of
significant problems.

lb A "test deck" refers to u simulated OSS system that allows CLEC5. to "practice" interacting with Qwesrls
OSS and to rletermme whether their systems are Functioning properly. The test deck is also referred to as
the "test bed" and the "Stand Alone Testing Environment" or SATE.
as This refers to the Bell Atlantic New York (B.-\NY) Performance Assurance Plan approved by the FCC.

15
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80. WorldCom and Z-Tel state that the Qwest CECMP' process only provides
CLECs the opportunity to suggest changes. Qwest is in charge of decision making and
implementing the proposed changes. WorldCom and Z-Tel ar9.L1e t`or greater visibility
into Qwest's decision making process and an ability to resolve disputes if CLECs
disagree with Qwest decisions regarding change management. WorldCom and Z-Tel
would like to have access to a database in which all aspects of Qwest's change
management processes are addressed.

81. WorldCom and Z-Tel discuss the recommendations made in the Colorado
Draft Reports on change management. The Colorado Dealt Report recommends that a
group be created to maintain a website on change management issues, hold collaborative
forums on change management, serve as a complaint contact, and participate in revising
the PAP.

82. Qwest states in its reply brief that its two proposed change management
measures were adopted in the Texas PAP. Qwest states that these are appropriate since it
has similar processes as SBC. Qwest stands by its opening brief statements regarding
PO-16 and GA-7. Qwest states that- its CICMP process is nnpatible with the
recommendations made bY the Special -Master in Coloradow.

CI

83. WorldCom states in its reply brief that the GA-7 change management
measure proposed by Qwest should not be diagnostic. This should be a benchmark
measure which requires l0""/0 compliance by Qwest. WorldCom states that Qwest's
proposed change managenisnr measurements (PG-16 and GA-?) are not enough. Two
additional change management measures should be developed: "Software Validation"
and RQ~3 ("Release Quality"). The Release Quality measure would address the number
of software releases that require changes or retraction within 14 days of their
implementation.

8-L, Change management fs riot included in the ROC agreed upon amendments
subsequently submitted by Qwest.

b. Discussion and Staff Recommendation

85. Change management PIDs are an important part of maintaining the
integrity of the PAP. Lm Stafl"s Proposed Findings ollFac: and Conclusions otlLa_w, Staff
proposed that PO-16 and GA-7 be included in the PAP prior to the six-rnonth review and
prior to Q» 'vest tiling its 271 application with the FCC. Staff stated chat both of these
measures should be included as more than diagnostic measures (i.e., they should have
benchmark standards and penalties imposed for non-conformance). The other two PaDs

.

CICMP stands For Co-Provider industry Change Management Process. This is an organization through
which Qwest communicates with CLECs and solicits comments from the CLEfs. The CICNIP has been
renamed the Change Management Process ICMP).
is Weiser, Phil. Drank Report and Recommendation and Further Request For Comments, 2001 This is ii
draft PAP developed by Phil Weiser (known as the "Special Master"l for Qwestls Colorado 271
proceeding,
19 Weiser, Phil. Dm Report and Re¢'0m.'rz€ndz2¢'ion and Further Request For Comments, 2001.

IT
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suggested, "Software Validation" and RQ-3, should not be included in the P.-\.P as a
diagnostic measure aL this time. At the six-month review, the Commission and interested
parties can review the results of Qwest's performance in this area and determine as that
time whether the development of both of these measures is necessary t`or inclusion in the
PAP.

36. Qwest did submit comments on this issue in response to Staff's initial
report. Qwest states that it will include PO-16 and GA-7 in-the PAP once standards are
adopted by the parties. Qwest states that these measurements will be classified as Tier it
with a high ranking given to payments.

86. WorldCom also submitted comments on this issue in response to Staffs
initial report. 'WorldCom agreed with Staffs recommendation that PO-16 and GA-T be
included in the PAP. WorldCom states that parties have now agreed to standards for both
of these measures. The GA-7 standard is one miss for volumes between 1 and 20. For
volumes greater than 20, a 95% benchmark will be used. WorldCom states that parties
are fn the process of creating a standard for PO-l6. WorldCom states that the Po-l6
standard should be included in the PAP once the standard is developed.

87. WorldCom states that Staff has not recommended payment levels for these
change management measures, WorldCom recommends that Staff not agree to Qwest'5
proposal to classifthese measures as Tier H with a high payment ranking. Lnstead,
WorldCom proposes that Staff review and adopt the Colorado recommendations on these
change management issues.

88. WorldCom also mentions that Qwest has developed a change management
measure related to Qwest's SATE: Po-l9 ("Stand-Alone Test Environ;rnent"). PoMes
have not developed a standard, Bui WorldCom recommends that this measure be included
in the PAP.

89. Staff continues to recommend that Po-i6 and GA-7 be included in the
PAP prior to the six-month review. Staff agrees with the Dirties' proposed standards for
GA-7. Since comments were tiled on Staffs report, parties have agreed to a standard for
PO-16. For volumes between one and ten, Qwest will be allowed one miss. For volumes
greater than ten, the benchmark standard is 92.5°/0. Staff agrees with this standard for
PO-l6. Staff agrees with Qwest that these measures will be classified as Tier II with a
high pawnent ranking. This payment classification can be modified as necessary in the
six-month PAP review .

90. Staff agrees with WorldCom that the PO-19 SATE measurement be
included in the PAP. Staff recommends that if parties develop a standard for this
measurement prior to the effective date of the PAP, then parties' recommended standard
should be adopted. If no standard is developed prior to the effective date of the PAP,
then Staff recommends that PC)-19 be diagnostic, This diagnostic standard can be
reviewed at the six-month PAP review
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DISPUTED ISSUE NO.3: Root Cause Analvsis (PAP -33

91. One of the goals of the PAP is to ensure that when Qwest is non-compliant
in an area, that time cause of this noncompliance is addressed. in this way, future
improvement can be assured. Root cause analysis performed by Qwest would examine
the root causes t`or Qwest's failures. Once this understanding is obtained, Qwest could
make true improvements rather than merely treating symptoms of its poor performance.

Summary of Qwest and CLEC Positions

92. Qwest states in its opening brief that it will investigate consecutive two-
montli failures t`or measures at the Tier H level. Qwest will identify Li solution based on
its investigations as to the causes of a miss. Qwest states that due to low CLEC volumes
in Arizona, root cause analysis at the Tier I level is unwarranted. Qwest also states that
for this same reason, requiring root cause analysis for all measures missed for two
consecutive months at a mean difference of at least 25% is unreasonable.

93. WorldCom and Z-Tel jointly hied an opening brief on this issue. The
parties state that the Texas PAP was modified after the first six-month PAP review to
include root cause analysis on an aggregate bczsisfor Tier I after two consecutive months
of failure on a performance measure. WorldCom and Z-Tel want Qwest to adopt this
change in the Arizona PAP. WorldCom and Z-Tel state that when a measure is missed
for three consecutive months, then a root cause analysis is warranted. Also, if a measure
is missed for two consecutive months at rt mean difference of at least 25%, then root
cause analysis should also be performed. The Arizona Corporation Commission should
have the ability to perform a root cause analysis at any time fr deems necessary.

94. Qwest's reply brief states that it has provided its root cause analysis
proposal in its opening brief. -

95. WorldCom restates in its reply brief its position as outlined in its opening
brief. It clariNet that the Commission should formally establish its right to initiate root
cause analysis. WorldCom states that any root cause analysis findings should be posted
to Qwest's website with the corresponding remedial action. A PAP audit process which
includes root cause analysis could alleviate the need for extensive root cause analysis
outside of an audit. This audit process should investigate the issue and ameliorate the
problem.

In its proposed modifications reflecting agreements reached in the ROC,
Qwest restates that ii will investigate consecutive two-month failures for measures at the
Tier ll level.

96.

-Ur:

97.
proposal.

WorldCom did not comment on this issue in its response to Qwest's ROC

:zEcis10n no. l F 1*1|* Il1$IIQ'
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b. Discussion and Staff Recommendation

98. In Staffs Proposed Findings of Fact and Conclusions of Law, Staff stated
that root cause analysis is I`t€c€ssi1Ily. Qwest should perform root cause analysis on a
CLEC aggregate basis for Tier I af ter two consecutive months of  failure on a
performance measure. Staff agreed with Qwest that it investigate consecutive two~month
failures for measures at the Tier U level. If an individual CLEC requests root cause
analysis, then it should be performed by Qwest- The dispute resolution process may be
used if Qwest refuses a CLEC request for root cause analysis. Staff also stated that the
Commission may request root cause analysis at any time that it deems necessary,

I

I

99. Qwest stated in its opening brief that due to low CLEC volumes in
Arizona, root cause analysis at the Tier I level is unwarranted. However, CLECs are
most vulnerable when entering a new market. This time is marked by low CLEC
volumes. it is at this stage that root cause analysis can be most beneficial to CLEfs.

100. Qwest's root cause analysis should identify the cause of the failure and its
proposed solution. These results should be provided to the Commission and all CLEfs.

101. Qwest did submit comments on this issue in response to Staffs initial
report. Qwest agrees to supply root cause conclusions to all CLECs as long as
confidential and proprietary information about Qwest or CLECs is not disclosed. I

102. WorldCom also submitted comments on this issue in response to Staffs
initial report. Worldcom agreed with Staffs initial recommendation. WorldCom also
wanted Staff to specify how Qwest should provide root cause information to parties.
WorldCom recommends that Qwest file root cause information in this proceeding, serves
all parties with this information, and posts this information at ii specified location.

103. RUCO submitted comments on this issue also in response to Staffs initial
report. RICO agrees with Staff's initial recommendation. However. RICO clarifies that
root cause analysis should be performed at the Tier I and Tier II levels.

104. Staff agrees with Qwest that it should not be required to disclose
confidential or proprietary information in its submission of root cause an_alysis
conclusions. Therefore, reports on root cause ana1ysis» should be issued in a redacted
format when appropriate. In response to Woridcorn's concerns, Staff does not believe
that in needs ro identify the methods by which Qwest will notify parties of root cause
analysis conclusions. Staff leaves the dissemination of this information to Qwest's
discretion. However, Staff emphasizes that the results of root cause analysis should be
easily accessible to the CLECs. Qwest should include its proposed method for
disseminating the results in its revised Arizona QPAP. In response to RUCO's concerns,
Staff does believe that its root cause analysis proposal is sufficient to satisfy RICO's
concerns regarding Tier i and Tier II root cause analysis.

I

I

I
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DISPUTED ISSUE NO. 4: K-Table (PAP .- =U

105. The K-Table corrects for the statistical error that allegedly exists in the
PAP. When the PAP's individual CLEC monthly results are calculated, the K-Table is
applied to them, The K-Table allows forgiveness for some of the penalties for which
Qwest weald have been liable.

a. Summarv of Qwest and CLEC Positions

106. Qwest states in its April 5, 2001, comments that it does not support the
balanced exclusion table as presented by z-rel." Qwest also commented on the K-Table
in its opening brief A z-test is used to determine if differences in samples are
statistically significant. The standard applied in Qwest's PAP (and more generally) is to
provide 95% confidence that the observed results from the samples truly differ. in other
words it is a test at the 3% level of significance, which rnearis that the z statistic is equal
to 1.645.

107. This results in approximately 5% of a large number of observations
appearing no be significantly different from a statistical Perspective even though, in
reality, they are not different at all. This is Type I error (falsely concluding that Qwest is
not providing parity service). The greater the number of parity tests performed the
greater becomes the probability of a Type l error. Qwest opposes making adjustments for
Type ll error (falsely concluding parity) because, outside of a controlled test
environment, Type ll error cannot properly be controlled without affecting Type I error.
Type ll error is unknown because determining it requires assumptions about the "tore"
difference in the population. it the true difference were known, there would 'oh no need
for statistical testing - the purpose al' statistical testing is to estimate the difference that
truly exists. It is possible to hold the probability of Type I error to 5% when conducting
only one z-test. However, when multiple Z tests are conducted, Type I error increases.
For example, if 10 tests each have a 5% chance of Type l error, then there is a combined
probability oE40% that at leas tone test will. be failed purely by random chance alone.

108. The K-Table was developed by Dr. Collin Mallows of ATM" and by
mcL'xvon<lc@m". The K-Table keeps the combined Type I error rate at 5% regardless
of how many Leszs are nm. Therefore, the K~T21bhe reduces, but does not eliminate, the
occurrences of false l̀ z1ilures for which Qwest will be required to make payments to
CLECs. The effect of the K-Table on payments will vary from CLEC to CLEC Qwest

to The balanced exclusion table was proposed by Z-Tel during the workshop process as an alternative to the
K-table.
" Qwest Exhibi t  17 {Test imony of  Dr.  Col l in Mal lows, AT&T, "In the Matter of  Performance
Measurements and Reporting Requirements for Operations Support Services, Interconnection, and
Operator Services and Directory Assistance," FCC Docket No. 98-56, May 29, 1998).
" Qwest Exhibi t  iS (MCI and WorldCom, "Local Service Non-Discriminat ion Compliance and
Compliance Enforcement," Version 1.0, August 4, 1998),
2.1 Note, Qwest's proposed K-Table applies to Tier I payments only. Tier H payments are not subject to any
K-Table exclusions.
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Sample Size A11 Other P:1rity
Measurements

LIS Trudy, UDITs, Resale, Unbundled \
Loops .... DS! and DS3 I

1.10 0,951.04% 0.858 8 i 6 ;

11-150 l.64S / 0.95 1.6-L5 / 0.95

I 5 1-300. !  2.0. 0.972.0/0.97
301-600" TO I' 0.9965 Q 17 '0.9965
6018000 37 I0.9999 3.7 / 0.9999

48, i300L and above I -1.3 X l

1
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proposes Lo apply K-table exclusions in a systematic manner such that missed PaDs that
are designated as  " low" wi l l  be excluded t`1rst. This method would decrease the
mitigating effect of the K-Table on payments. Qwest's K-Table is essentially the same as
the one adopted in Texas, Kansas, and Oklahoma.

109. WorldCom filed comments on this issue on April 5, 2001. WorldCom and
Z-Tel jointly tiled an opening briton this issue, WorldCom and Z-Tel state that the K-
Table is conceptually flawed and ziliows for excessive forgiveness. WorldCom supports
rejecting the K-Table in its entirety. However, if the Commission does not agree with
rejecting the K-Table outright, WorldCom recommends the balanced exclusion table
(submitted by Z~Tel in the February workshop), which accounts for bothType l and Type
ll error. If the Commission does decide to go with Qwest's K-Table WorldCom
recommends that limits on sample sizes, z-score levels, or means differences should be
considered. Also, repeated misses av-er more than one month should never be forgiven.

1 10. In the opening brief, WorldCom and Z-Tel state: "Statistical issues aside,
a large means difference between Qwest and the CLECs will generate harm to the CLEC
and gain to Qwest, regardless of whether or not the means difference was the result of
Type l error or not." The Pennsylvania PUC has adopted at PAP with no K-Table
forgiveness and the New Jersey PUC's staff has recommended :l PAP with no K-Table.
The New York Verizon plan had no K-Table and only limited forgiveness.

1

1

I l l . Qwest submitted comments on this issue in its reply brief. In the ROC
Qwest has agreed to eliminate the K-Table in exchange for graduated z score critical
values. Qwest is making the same offer here in Arizona. The ROC agreement eliminates
the K-Table and specifies the following critical values to be used for statistical testing in
the PAP:

Table 1: ROC Critical Value/Confidence Level Proposal

I

I P . While the K-Table applied only to Tier I payments, Qwest proposes using
the above graduated critical values for both Tier I and Tier II payments.

1 13. WorldCom submitted comments on this issue in its reply brief. Qwest has
agreed to eliminate the K-Tabie in the ROC in exchange for graduated critical values.
WorldCom will accept this compromise as long as all measures with sample sizes less
than 10 have a critical value of l .04.

DECISION NO.
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Sample Size All Other Purity
Measurements

LiS Trunks, UDITs, Resale, Unbundled
Loops - DSI and DS3

l - l o 11.04/0.8508 1645! 0.95
L645119511-150 L m 9 & %

151-300 2.0/0,97 2.0 0.97

301-600 2.0 J 0.97 2.0 0.97

601-3000 2.0 I0.97 2_0 0.97

3001 and above 20!09720/097
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114. In response, Qwest restated the agreement reached in the ROC on the K-
Table. In the ROC proceeding, Qwest agreed to eliminate the K-Table in the PAP. In its
place, Qwest and certain CLECs (that did not participate in the Arizona PAP process)
agreed to the ROC critical value proposal in Table 1. It was also agreed that the 1.04
critical value would not be used in determining what constitutes a miss for consecutive
months. The critical value. of 1.645 (which provides a 95% level of confidence that the
observed results from the samples truly differ) would be used instead. In instances where
the performance measurements are disaggregated into two zones (i.e., regions), these
zones would be combined in order to perform statistical tests.

115. WorldCom submitted additional comments in response to Qwest's filing
on its ROC proposal. WorldCom does not support the proposal outlined by Qwest in its
ROC filing. WorldCom would prefer critical values of 1.645 (which gives a 95%
confidence level) for all sample sizes. WorldCom also states that it would be in favor of
Qwest's ROC proposal if the critical value of L04 was extended to all services with
sample sizes between one and ten. There is a high probability of committing a Type ll
error when sample sizes are small. WorldCom restates that Type I and Type II error
should be balanced. - ,

b. Discussion :1nd_§taffRecommendation

l 16. in Stalls Proposed Findings of Filet and Conclusions of Law, Staff did
not agree with the inclusion of the K-Table. Therefore, Staff was more agreeable to the
ROC proposal submitted by Qwest than the K-Table. However, Staff still disagreed with
the critical values/confidence levels in the ROC proposal

payments are severely restr icted under  Qwest 's  ROC proposal even though Tier  H
payments were never subjected to K-Table forgiveness in the first place. (The initial K-
Table proposed by Qwest did not apply to Tier  II payments.) Under  the new ROC
proposal, Qwest's Table l \vf8u1l-l '111Ul.V to both Tier I arid Tier ll payments. Staff
proposed that the ROC proposal, as modified in Table 2, be used for Tier I payments.
For Tier H payments, Staff proposed that Tobie 2 not apply (Le, that a critical value of
1.645 be used in all instances).

Informat ion provided coniident ia llv by Qwest  indica ted tha t  T ier  [I

Table 2: Staff Modified Critical Value/Confidence Level Proposal

DECISION NG.
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118. StatT stated that critical values greater than ° '.0 are inappropriate. Qwest
had offered no explanation as to why such high critical values are appropriate from a
statistical perspective. Staff stated that the critical values given in Table 1 essentially
discriminate against CLECs which focus on selling high volumes of a particular service.
Such CLECs' would not receive the same protection as those that specialize in selling low
volumes of many different services. Such discrimination- is likely to be in Qwest's best
interests, but not in the best interest of competitors nor consumers.

119. Qwest did submit comments on this issue in response to Staffs initial
report. Qwest states that it offered its critical value proposal in order to replace the K-
Table. Qwest only agreed to the K-Table elimination inasmuch as the critical value
proposal was adopted by Staff in its entirety. Qwest states that Staffs proposed critical
value table does not afford Qwest the same protection from penalties as did Qwest's own
critical value proposal. Qwest recommends that Staffs proposed cNtical value table be
rejected.

120. WorldCom also submitted comments on this issue in response to Staffs
initial report. WorldCom n eed with Staff to the limit of a 2.0 2-store level for sample
sizes of 151 and above. WorldCom states that Staff has not addressed its concern
regarding the services covered with sample sizes between one and ten. The critical value
table proposed by Staff only covers LIS Trunks, UDITs, Resale, and Unbundled Loops
(DSI and DAS). WorldCom asks that all services be covered 'ay the 1.04 z-score in the

sample sizes are between one and ten.

121. Neither Qwest nor WorldCom address the merits of StaFI"s proposed
resolution in their comments in response to Staffs initial report. Therefore, Staff
continues to recommend that its critical value proposal (Table 2) be adopted. Staff
appreciates the effort of Qwest and other parties to come to an agreement on this difficult
issue. However, Staff does not believe that the agreement among the parties would be in
the public interest. Staff does not believe that the Arizona Commission is obligated in
any way to adopt agreements from other jurisdictions without significant and critical
review, For this reason.. Sf a.*lflf'ould not agree to ad.oot the ROC critical value proposal.
Staff does not agree with \VoridCom's proposal that all services with volumes of less than
ten be measured at a z-score of 1.04. Staff believes this change would unduly penalize
Qwest. However, Staff reserves the right to review this issue at the six-month PAP
review .

DISPUTED ISSLE NO. 5: Penalty Cap (PAp-51v
L

122. A cap on the total amount of payrnents to be made under the PAP has been
used in 1'1Ll{T1€I'oLis states. This cap has Open an absolute cap on the total percentage of
revenues of the local provider which can be paid under the PAP in one year. Below are
the comments of the parties on EL provision in the PAP which would impose a cap on total
payments.
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a. Summary of Overt and CLEC Positions

123. Qwest states in its opening brief that its proposal of a cap of 36% of net
local revenue provides sufficient incentive for Qwest to improve its wholesale service.
Qwest states that 440/0 of net local revenue is overly onerous and not justified in Arizona.
Qwest also states that its-27l approval would be in jeopardy if it were paying substantial
remedies ro CLECs and to the State of Arizona. This fact would provide additional
incentive for Qwest to implement service improvements.

124. WorldCom and Z-Tel jointly t iled an opening brief  on this issue.
WorldCom and Z-Te1 believe that a procedural cap should be established, rather than an
absolute cap. When the procedural cap is reached, a review of Qwest's performance
would be conducted. The procedural cup should be set at 4-»  u of Qwest's net local
revenues. WorldCom and Z-Tel believe that by setting an absolute cap, the effectiveness
of the PAP would be undermined. The per-occurrence and per measure caps in Qwest's
PAP would also reduce the PAP's effectiveness. WorldCom and Z-Tel end by staring
that no caps on the remedy payments to one CLEC should be established

40t
r

125. Qwest states in its reply brief that the PA.Ps approved in Texas, Kansas,
Oklahoma, and New York all have absolute penalty caps. Qwest states that 36% of net
local revenue is significant and would induce Qwest to improve wholesale service
quality. Qwest stares that it agreed in the ROC to remove the per measure caps on PO-7
and NT-l . Qwest would agree to do the same in the Arizona proceeding.

126. WorldCom states in its reply brief that it continues to oppose an absolute
penalty cap as stated in its opening brief

127. Qwest agreed in the ROC to remove the per measurement penalty caps on
the following PIDs: Po-l,  PO-3, PO-7, and NI-l. Qwest would retain the per
measurement penalty caps on BI-1, BI-3, and BI-4. Qwest offers this same proposal in
the Arizona proceeding as a possible resolution to the penalty cap issue.

128. WorldCom responded to Qwest's ROC proposal. WorldCom ogees with
Qwest's changes as cited in Qwest's ROC proposal. WorldCom ogees that these
changes resolve this issue.

b. Discussion and Staff Recommendation

i29. In Staffs Proposed Findings of Fact and Conclusions otlLaw, Staff stated
that it is appropriate to place a cap of 36% of total Arizona net revenues per year. If this
cap is deemed inadequate, then it can be changed at the PAP six-month review period.
Staff clarified that Qwest's suggestion that depreciation rates in Arizona be used in
calculating revenues is not appropriate. The cap should be 36% of net revenues as
calculated in Qwest's ARMIS reports.

241
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130. WorldCom did submit comments on this issue in response to Staffs initial
report. WorldCom opposes any penalty caps.

13 1. RICO did submit comments on this issue in response to Staffs initial'
report RUCO references the Colorado PAP's ("CPAP") language on this issue. The
CPAP sets an annual cap of$l00 million. The CPAP also specifies certain exceptions to
the cap leg., interest payments and late tiling or reporting penalties). The CPAP penalty
cap may be raised based on Qwest's performance.

132. Staff maintains it position onsetting an armual cap of36% of total
Arizona net revenues per year. Staff believes that an annual cap is important in that it can
alert parties of extraordinary payment amounts which may merit review of Qwest's §27 l
approval. However, setting the annual cap above 36% would be excessive at this time,
The six-month PAP review would enable an adjustment of the annual cap it" it was
deemed necessary tonsure compliance.

DISPUTED ISSUED NO. 6: Minimum Per Occurrence PenalW (PAP - bbl

133. In the PAP Workshops, discussion arose over having a minimum penalty
amount applied to each occurrence of a failure. This minimum amount would be
received by the CLECs as a Tier I payment. Qwest opposes minimum per occurrence
penalties. The CLECs are in favor of minimum per occurrence penalties.

a. Summary of Qwest and CLEC Positions

134. Qwest supplied comments on this issue in its April 5, 2001, filing. Qwest
states that the CLEC5 have not provided any factual support for their arguments
supporting minimum payments. Originally Z-Tel had proposed 8 minimum penalty of
Sl5,000, then S5,000, and now $2,500. Qwest stated that this draws into question what
their previous minimum payment amounts represented.

135. Qwest tiled an opening brief addressing this issue. Qwest states that the
CLECs minimum payment proposal is unreasonable and unfair because it results in
payments in excess of the actual harm to the CLECs. Arizona data demonstrate that, on
average, ii percent of the results on the sub-measurement level have fewer than ten data
points. Given this level of dissagregation a large CLEC could have hundreds of orders in
a given .month, but those orders could be spread across a number of services and
geographic genes, thereby giving the false appearance that the CLEC is small. This could
lead to multiple minimum payments which is fundamentally unfair. Since Z-Tel changed
their minimum penalty proposal from $l5,000 to $5,000 and then to 32,500, Qwest states
that their proposal must be arbitrary. Qwest contends that any minimum penalty will be
arbitrary since actual CLEC harm is fact specific.

136. Qwest proposed a provision that applies minimum penalties to nascent
services in its No weber tiling, (see Section 10 of  Qwest's PAP Low Volume,
Developing Markets). Section 10 provides that when the aggegaie monthly volume for a
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qualifying performance measurement for CLE participating in the PAP is between 10
and 100 and Qwest misses the standard for the qualifying ,ab-measurement, Qwest will
make a Tier I payment to participating CLECs. The Qwest payment will be calculated on
a CLEC aggregate volume for the measurement and apportioned to the affected CLECs
based upon their relative share of the service misses. The payment calculation will be
subject to a $5,000 minimum. -There will be no K-table exclusions for these measures but
they will count in calculating the K values. This is similar to a provision in the Texas
plan, however in Texas payments in the nascent services part of the plan go to the state
(i,e., they axe Tier II payments) not the CLECs.

137. WorldCom filed comments on April 5, 2001, addressing this issue. They
state that small order counts will never produce much in the way of penalty payments.
However, discrimination against CLECs with small order counts may be a potent
impediment to competition. WorldCom proposes a minimum penalty level of $2,500.
Also, duration and severity factors should be applied.

138, WorldCom and Z-Tel jointly tiled an opening brief on this issue. The
above statement is reiterated. For example, a CLEC having problems with its inst 100
loops would likely not roll out a plan to purchase 10,000 loops. The per occurrence
payments Qwest would have to make would be very small relative to what they plan to
gain by slowing the CLECs ramp up plans. Qwest may pay penalties on each of the 100
loop orders and still make a profit due to the monthly collocation charge which CLECs
must pay whether loops are connected or not.

139. Qwest filed a reply brief on this issue stating that the CLECs' example of
problems with ordering an initial 100 loops leading to cancellation of plans to market
10,000 loops is purely hypothetical speculation, The specter of hypothetical, unspecified
harm to CLEC marketing plans is not a sound basis for implementing minimum per
occurrence penalty payments.

140. Wor1dCom's ;.:ply brief reiterated its position from its opening brief.

141. _ This issue was not included in Qwest's submission containing agreements
reached in the ROC proceeding which Qwest proposed to import into Arizona.
Worldcom did not comment on this issue in its response Lo Qwest's ROC proposal.

Discussion and Staff Recommendation

142. In Staffs Proposed Findings at"Fact and Conclusions fLaw, Staff agreed
with Qwest that no minimum penalty should apply besides that for 'nascent services
outlined in Qwest's opening brief. Staff was concerned that the level at" disaggregation in
the PAP could result in multiple minimum payments for a single occurrence. Also, Staff
believed that the penalties in the P .\P, absent minimum payments, are sufficient to incant
Qwest to provide paNty OSS service to the CLECs.
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Per Occurrence
\/Measurement Group Month 1 Month 2 Month 3 Month 4 Month 5 Month 6 8: each following

High $150 S250 3500 $600 S8003700 I

Medium "WS s150 800 3400 3500 3600

Low E23 350 3100 33003200 3
I
I

S400

Per Measure/Cap
§v[easuremenr Gmup . Month 1 Month 2 Month 3 Month 4 Month 5 Nifmth 5 8. each following;

High 325,000 $50,000 375.000 $150,000$100,000 I 3125,000

Medium 310,000 320,000 $30,000 $40,000 350,000 360,000

Low i 310,00035 000 315,000 320.000 330.000
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1-43, Worldcom did submit comments on this issue in response to Staffs initial
report. WorldCom aslcs that Staff reconsider its recommendation. WorldCom mentions
the minimum payments in the Liberty Consulting report dated October 22, 2001. This
report by Liberty recommended a minimum payment of 32,000 per month "for each
_month in which Qwest missed any measure applicable to such CLECs."24 WorldCom
also mentions the CPAP recommendation. This recommendation called for a minimum
per measure payment of 3600 for larger CLECs or 3300 for CLECs with less than
100,000 lines in service in Colorado.

144, Staff maintains its prior recommendation. Staff agrees that a minimum
penalty should only apply to the nascent services mentioned in Qwest's opening brief.
Staff would like to review this issue Ar the six-month PAP review. Knowing Qwest's
actual performance under the PAP, and the state of competition in Arizona following
§27l approval, would enable Staff ro determine whether additional minimum payments
are necessary.

DISPUTED ISSUE NO. 7: Duration Factors (PAP - cl

145. Qwest has proposed that penalties should escalate month after month if
Qwest misses a performance measure several months in a row (such escalation is referred
to as a "duration factor."). Qwest proposes that penalties begin escalating with the
second month a measure is missed and continue to escalate until_the sixth month it is
missed (see Table 3 below), After the sixth month the penalty level will remain constant
until the measure is not missed. The CLECs favor continued escalation beyond six
months.

Table 3' Qwest Tier I Penalty Payment Levels

Summary of Qwest and CLEC Positions

146. Qwest provided comments on this issue in its April 5, 2001, tiling. Qwest
believes that the issue of the escalation of Tier I and Tier II payments, whether through
the extension of the QPAP payment table beyond six months, a factor for severity, the
calculation of occurrences, or sticky duration, must be addressed jointly because the true

14 Liberty Consulting Group Report on QPAP, October 22, 2001, pg. 67,
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issue is the overall level of PAP payments. Qwest claims that exhibits they have
presented demonstrate that the QPAP provides more than adequate financial incentive to
provide compliant service while the CLEC proposals are overly punitive.

147. Qwest provided comments on this issue in its opening brief. The per
occurrence payment amounts should not escalate any further because the six-month
levels already greatly exceed any potential financial harm to the CLECs. At the
December workshop, Qwest demonstrated through Exhibit 5 that CLECs have the
opportunity to receive PAP payments that substantially exceed the potential lost profit
from losing the customer. With the likely inclusion of additional Tier II per occurrence
payments of $200, 5300, and $500, Qwest will already have substantial incentive to fix
non-compliant service. The CLECs have submitted no evidence of the financial harm
they might incur from missed performance standards.

148. WorldCom discussed this issue in its April 5, 2001 J tiling. WorldCom
indicated that it is unclear why Qwest would be okay with escalating payments but would
limit escalations to the 6th month. Stopping the escalation of payments amer 6 months
makes it easier for Qwest to judge whether the costs and benefits of not fixing the
problems outweigh the remedies at risk.

149. WorldCom and Z-Tel jointly filed comments on this issue in their opening
brief. They state that Qwest's proposed duration factor is insufficient. The percentage
increase in remedy amounts from month to month drops dramatically after the fourth
month and beyond, with a 0% increase after the 6th month. Continuous duration penalty
escalation discourages repeated non-conformance. Repeated non-conformance indicates
that payment levels are too low and are being treated as a cost of doing business. If
penalties escalate continuously eventually Qwest will have an incentive to fix the
problem. The Pennsylvania PAP adopted on December 31, i999, requires a pro rata
remedy the first month and then remedies of S2000 for the second month and 34000 for
the third month on top of the pro rata amounts. At the fourth month of non-compliance,
the PUC can levy up to an additional $25,000 tine, but it is not self-executing like the
second and third month times.. Also, Bet] Atlantic-Perinsvlvania must have two compliant
months in a row before penalties return to the first month pro rata level.

i50. Qwest filed comments on this issue in its reply brief. The CLECs'
reliance on a quote from 21 portion of the Pennsylvania rerriedv plan to support their
arguments on continuous escalation is misplaced. The Qwest plan is adequate, and it is
neither helpful nor appropriate for CLECs to pick and choose advantageous provisions
from plans from other jurisdictions.

i l l . WorldCom filed comments on this issue in its reply brief that state that
Qwest's claim that continuously escalating penalties will result in a windfall for the
CLECs is not true. Qwest's measure oECLEC ham is inadequate.

152. Qwest does not mention this issue in its filing CII. the ROC proceeding.
WorldCom did not comment on this issue in its response to Qwest's ROC proposal.
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Discussion and Staff Recommendation

154. In Staffs Proposed Findings of Fact and Conclusions of Law, Staff agreed
with Qwest that an additional duration factor past the sixth month is not necessary. If ft is
determined that the penalty levels are not high enough, then the issue of duration factors
can be revisited at the six-month PAP review.

155. Staff noted that Qwest's contentions about the "lost profit" CLECs would
receive from Qwest's performance misses are contradicted by statements Qwest has
made concerning the impasse issue on the limitations of the plan (see Disputed Issue No.
14 of this report). With respect to plan limitations, Qwest stated in Disputed Issue No. 14
that the damage to the CLECs from performance misses is unknown and unknowable.
Staff also notes that since the purpose of the PAP is to provide incentives to Qwest, not to
compensate CLECs, arguments concerning harm to the CLECs are not relevant.

156. WorldCom did submit comments on this issue in response to Staffs initial
report. WorldCom opposes the payment escalation limit at six months. WorldCom states
that Commissions in Utah and Colorado both disagreed with a imposing 21 limit on
escalation. WorldCom asks that Staff reconsider its recommendation.

154. RUCO did submit comments on this issue in response to Staffs initial
report. RUCO suggests that Staff consider the CPAP approach to this issue. The CPAP
states that the total per occurrence payment will be multiplied by two starting in the
second continuous month missing a performance measurement. The multiplier will be
three in the third continuous month of poor performance. The escalation will continue in
this fashion until Qwest meets performance standards.

i55. Staff continues to support its prior recommendation. However, Staff
would like to clarify its recommendation. Staff advocates payment escalation for both
Tier I and Tier H payments. , The penalty payments outlined in Table 3 are agreeable to
Staff for Tier I escalation. Table 4 outlines the initial Tier ll penalty payment levels
recommended by Qwest. Staff agrees that these payment levels are appropriate for the
first month in which Qwest makes Tier II penalty payment. For most measurements.
this first Tier II payment will be made after three consecutive months of performance
misses. For the measurements mentioned in Table 6 Linder the section covering
"Disputed Issue No. 9", the escalation levels will vary and are listed in Table 7 of that
same section. Staffs Tier II escalation payments for other Tier ll measures are set forth in
Table 5. These Table 5 figures are derived by utilizing Qwest's Tier ll payment in the
first month of payment penalties (which is actually the third month of consecutive
misses). These payment levels closely match the Tier i payments in the third consecutive
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Per Occurrence

'Measurement Group

High $500
Medium $300
Low $200

Per Measure/Cap
Measurement Group

High $75,000
Medium $30,000
Low $20,000

Per Occurrence

Measurement Group Month 3 Month 4 Month 6 ba each following

High $500 3600 $700

yviedxum $300 $400 $500

Low 3200 s300 3400

Per Measure/Cap
Measurement Group Month 3 Month 4 Month 6 & each following,

Hi'>l'1 $75,000 3100,000 8125,000

Medium §30,000 $40,000 s50,000

Low I 320,000 $25,000 $30,000
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month of non-corn lance. Staff then extra elated to the following months using the9 ..p . . - 96
same es .l.1tion increments used by Qwest m Les Tier I payments outlined In Table 3.-

Table 4° Qwest Tier II Penalty Payment Levels

Table 5° Staffs Proposed Tier II Penalty Payment Levels

DISPUTED ISSUE NO. 8: Bill Credits Versus Cash Payments (PAP - (id)
F

156. Qwest has proposed to pay out PAP penalties to the CLECs in the form of
bill credits applied to the amount of the CLECs monthly bill to Qwest. CLECs oppose
this method of payment and want monthly cash payments.

:s The only difference noted by Staff is that the Tier l per occurrence payment level for low ranking
measurements is S i00 less than the Tier H per occurrence payment level. Also. the Tier I per measurefcap
payment level for low ranking measurements is S5000 less than the Tier H per measurer cap payment level.
be FOI' low ranking measurements, Staff added $l00 to the Tier I per occurrence payment levels for each
month of Tier [I per occurrence payment escalation. Also, for low ranking measurements, Staff added
35,000 to the Tier I per measurer cap payment levels for each month of Tier II per rneasuref cap payment
escalation.
2/ This table does :lot apply to the measurements mentioned in Table 6 al' this Staff Report. Table 7 in
"Disputed Issue No. 9" wi'l include the escalation payment levels for the measurements specified in Table
6.
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Summarv of Qwest and CLEC Positions

157. Owest tiled comments on this issue in its o\5-n"~ brief. In that b"-ef
Qwest stares that the PAPs in Kansas, Massachusetts, New ` `;"., and Texas all use bill
credits. CLEC claims that checks are easier to administer than bill credits are
unsubstantiated. Financial management at a modem coloration is done through an
accounting system not a cash box. Qwest senior management does not hand sign all
checks. Whether paid by bill credit or check the payments will be visible to senior
management. -

al

158. .vVorldCorn tiled comments on this issue in its Filing dated April 5, 2001.
There it states that payments to Cl_ECs should be made by check by the end of the month
following the data report (Ag. June data, reported in July, remedies paid by August 31).
Qwest should be liable for accrued interest for every day the payment is late. An invoice
should accompany the payment explaining the calculation for each subrnetric missed.
Payment by check is necessary to ensure payment and is easier for CLECs to track. Bill
credits are inappropriate because they are not easily traceable back to a specific CLEC
account for credit, are less visible and hence less motivating to Qwest management, and
are hard to track when Qwest billing is erratic or subject to numerous billing disputes.
Penalty payments can potentially be greater than the bill for a given month, which will
result in direct payments anyway. If direct payments are going to be used when this
happens and for Tier ll payments, why design two entire payment systems?

159.
restates the position of the April 5 filing. Also, they indicate that the Pennsylvania and
Michigan orders require direct payment to the CLECs and Pennsylvania requires an
invoice attached to the payment. Bell South's plan in Georgia has always included only
direct payments.

WorldCom and Z-Tel jointly tiled an opening brief on this issue that

i60. Qwest tiled a reply brief on this issue. Qwest believes the most important
elements of payment delivery are timeliness and accuracy and that it should have the
flexibility Rf l1sin<8. its billing process to administer payments. Direct payments are not
more accurate or easier to audit, they are more costly to administer.. Qwest agreed in the
ROC to supply detailed statements showing exact PAP payment calculations. Qwest
agreed to provide CLECs with sample statements and to accept input from the CLECs
regarding the design of these statements. Qwest extends the same offer in AZ.

161. WorldCom tiled a reply brief on this issue. The posit' m stated on April 5,
2001, is reiterated. However, whatever payment method is ordered, the Coinmissiorl
must order Qwest to provide an adequate explanation of the payments being made. The
Commission should require Qwest to provide it with a prototype of any explanation of
payments to ensure that the explanation is complete, detailed, and allows "'LECs to track
the reasons for Qwest penalty payments.

167. Qwest does not mention this issue ll.
WorldCom did not comment on this issue in its respz-

.J using on the ROC proceeding.
_ Qwest's ROC proposal.6

a.
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Discussion and Staff Recommendation

In StafflsProposed Findings of Fact and Conclusions of Law, Staff agreed
with Qwest that bill credits are an adequate means of administering the PAP. If, in a
given month, Qwest owes a CLEC more in penalties than the CLECls monthly bill to
Qwest, the balance should be paid by check Nom Qwest. Bill amounts that are in dispute
should be netted out of the above calculation. Each month, each CLEC should receive a
statement from Qwest detailing the source of the PAP payments the CLEC received.

63

169. It is important that penalty payments are received with timeliness. Staff
agreed with the CLEC's proposal that Qwest remit payments by the end of the month
following the data report (through bill credit or check as stated above). Staff does believe
that a Eve-day grace period for Qwest to remit payment is appropriate. If Qwest does not
comply, then Qwest will be liable for accrued interest for each day the payment is late.
The Colorado Final PAP Repor"t28 included a recommendation that Qwest pay interest at
twice the one-year treasury rate if it provides late payments (due tO a need to correct a
report). Staff supported this level of interest if Qwest is late in making a payment to a
CLEC, whether due to correction of a report or otherwise.

170. WorldCom did comment on this issue in their response to Staffs initial
report. WorldCom believes that Staff should reconsider its initial recommendation and
indicates that the Colorado Hearing Commissioner sided with WorldCom on this issue.

171. Staff continues to support its prior recommendation of bill credits in spite
of WorldCom's comments.

DISPUTED ISSUE NO. 9: Penalty Classification (PAP - 9)

172. Each of the measures proposed in the PAP ire classified and ranked
according to their imnortnfice. The classification categories are Tier i and Tier II.
Penait'y payments in Tier I would be received by the effected CLECs. Penalty payments
in Tier II would not be received by CLECs but will be paid into a fund administered by
the state. Each measure is also ranked as "high", "medium", or "low" and penalty
amounts vary accordingly.

a. Summarv of Qwest and CLEC Positions

173. Qwest mentions the classification of measures in its opening brief. Qwest
states that all measures are classified as Tier I unless measures are diagnostic, measures
are parity by De":*;n, or individual CLEC results are not reported for those measures.
Qwest also me;.'ions five measures (GA-3, GA-4, MR-4, MR-l0, and OP~7) for which
CLECs did urL request Tier I classification, and which are not included in Tier I. Qwest

' Q . . , ,
. 'v easer, P h l i . F ¢n u » A u / J u r l L l f l d R e c o m r n e n d a n o n , 2 0 0 1 .
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states that its Tier H classifications are appropriate. Tier II classifications are based on
how results are reported and the importance of the measures to the CLECs.

174. Q':.est states that the ranking (or weighting) of the performance
measurements is based on the importance of the measures. This ranking is consistent
with SBC ls PAP in Texas. Qwest states that the CLECs have not proposed alternative
ranking for measurements.

175. WorldCom and Z-Tel jointly tiled an opening brief on this issue.
WorldCom and Z-Tel state die' all measures should be classified as Tier I and Tier II.
WorldCom and Z~TeI state that ranking (or weighting) measures is subjective. The
parties mention that the Michigan Public Service Commission gave a medium rank to all
performance measures. It also doubled the Tier I and Tier ll penalty amounts.
WorldCom and Z-Tel state that the Colorado Draft Report identified areas of
performance which are of particular CLEC concern: 1) interconnection, 2) customer
switching, 3) collocation, and 4) provisioning of local loops. WorldCom and Z-Tel
believe that the Commission can use this list in order to rank performance measures
based on their importance to CLECs. .

176. Qwest mentions penalty classification discussions in the ROC in its reply
brief. Qwest presents the Carrie proposal in the ROC here in this proceeding. Qwest
changed the rank of the following Tiers measures to "High":l)P-8. OP-13, MR-3, MR-5,
and MR-6. CLECs accepted these changes. Qwest proposed to change the rank of the
following Tier II measures to "Medium": OP-3, OP-4, OP-5, MR-7, and MR-8. CLECs
did not accept these changes. However, the CLECs stated that they would agree if MR-3
and MR-5 were added to the list ofTer II measurements. Qwest stated that it would also
agree to this condition.

177. For Tier H payments, Qwest has proposed a variety of changes. Qwest
proposes that three month consecutive failures are not necessary for the following
measurements: GA-1, GA~2, GA-3, GA-4, GA-6, OP-2, MR-2, and Po-l. Also, the PO-
l sub-measurements would be grouped into two GUI and EDI sulrmeasurements, Qwest
offered to implement a new payment schedule outlined in its reply brief.

178. WorldCom restates in its reply brief that all Tier I measures shod also be
Tier Ilmeasures, except for GA measures.

179. Qwest does mention this issue in its filing on the ROC proceeding. Qwest
states that staff members of the public utility commissions of the states represented in the
ROC proceeding requested that Tier I payments be increased while lowering Tier ll
payments. Qwest responded to this request by increasing or decreasing the rank given to
certain measures. Qwest increased the rank from medium to high for the following Tier I
measures: OP-8, Op-l3a, MRS MR-5, MR-Oa, MR-613, and MR-60. Qwest decreased
the rank from high to medium for the following Tier II measures; Cfl-8, OP-4, OP-5, CP
6, MR-7, and MR-E
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i80. WorldCom discusses this issue its Filing on Qwest's ROC proposal.
WorldCom believes that classifying and ranking pertlc.u ice measures is a subjective
process, which it opposes. Instead, WorldCom suggests that all performance
measurement be given the same rank. In this way, Qwest could not decide that some

are more important since all would be equally important. WorldCom mentions
that it approves of Qwest's ROC proposal to increase the ranking of OP-8, OP-l3a, MR-
3, MR~5, MR-6a, MR-6b, and MR-60 from medium to high. However, it opposes
Qwest's proposal to decrease the rank of OP-3, OP-4, OP-5. OP-6, MR-7, and MR-8
from high to medium. Worldcom argues that measurement ranking is difficult as the
importance of various measures may change over time. Also, it may be difficult to give
one rank to a measure which contains sub-measurements with varying levels of
importance.

measures

b. Discussion and Staff Recommendation

18i. In Staffs Proposed Findings of Fact and Conclusions of Law, the
Commission Staff did not agree with the ROC proposal which required Qwest to shift
penalty amounts from Tier H to Tier I. This would be done iffier H measurements OP-
3, OP-4, OP-5, OP-6, MR-7, and MR-8 were decreased from a high to medium ranking.
Staff maintains that these measurements should continue to have a high ranking. Staff
agrees with Qwest's propoSiii to raise the taMing of QP-8, OP-i3a, MR~3, MR-5, MR-
6a, MR-6b, arid MR-6c from medium to high. Staff believes that Tier H payments are
important because they further the primary aim of the 271 process: to increase
competition for local telecommunications service in the State of Arizona. Tier it
payments act as an incentive to Qwest when CLEC volumes are too low to generate
significant Tier I payments.

182. Qwest did submit comments on this issue in response to Staffs initial
report. Qwest disagreed with Staffs recommendation set forth in Staffs initial report.
Qwest states that the of";: made in the ROC proceeding was made based on
recommendations from commission staff members participating in the RO. Qwest asks
that Staffs recommendation be changed to match Qwest's ROC proposal or that the
measurements retain their original classifications.

183. Staff continues to support its prior recotrmendation. Staff notes that
Qwest mentioned in its reply brief that its proposal was not fuilv accepted by all parties in

its comments that state commission staff members
participation tn the ROC stressed preference for the types of Tier l and Tier ti changes
illustrated in Qwest's proposal. However, the Arizona Commission was not pan of that
ROC proceeding and Staff does not support Qwest's proposal. It is understandable that
various state commissions might approach these disputed issues in different ways. These
differences do not indicate errata*" policy making, but rather an attention to the specific
and varied concerns of each state. Staff does not believe that the fsizona Commission
should in any way be 8oLind by decisions rnadein other state jurisdictions.

the ROC. Qwest mentions in

DECISION no. 1IIIIIIHIJ
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184. Also, Staff points out that Tier II measures in the RCC now have a harder
tri er than those in nrnrona (i-., Tier H payments begin at month 2 not month 3). Thus,
Qwestls straightforward comparisons between Arizona and the ROC on this issue are not
appropriate. Staff believes that its initial recommendation does resolve this disputed
issue, in spite of Qwest's unsupported claim to the contrary.

DISPUTED ISSUE NO. 10: Severitv Factors (PAP ... 10)

185. Severity factors refer to escalation of payment amounts based on the-
severity of a performance miss. For example, if Qwest is ten days late provisioning a
service they would pay more than if they were only one day late. CLECs have advocated
including a severity factor in the PAP. Qwest has opposed including a severity factor in
the PAP.

Summarv of Qwest and CLEC Positions.

186. Qwest filed comments on April 5, 2001, addressing this issue. They state
that Tier I payments proposed in Qwest's PAP are sufficient to compensate CLECs. Any
escalation of payments to CLECs without evidence from CLECs as to the nature and
level of CLEC harm specifically due to missed standards at the sub-measurement level is
inappropriate. Qwest states that every calculation of CLEC proposed payment formulae
and their application to Qwest service levels have demonstrated that CLEC proposed
payments are so high as to not be within any bound of reasonableness.

29

187. WorldCom addressed this issue in its April 5, 2001, tiling. Qwest's plan
does not adequately take into account the severity of poor performance. WorldCom
supports Z-Tel's proposal for increasing penalties for severity and duration.

188. WorldCom and Z-Tel jointly tiled an opening brief on this issue. They
state that Qwest's plan only picks out the number of customers harmed not the degree to
which they received poorer service than retail customers. For example, there is a
cioriifignpt "'iflflerence in missing the "Commitments Met" metric 88% of the time versus
less than 50%. Aiso, additional penalties should be imposed when poor performance is
industry wide. Severe or repeated non-conformance indicates that penalties are too low' to
incept parity performance.

189. Qwest does mention this issue in its fiiingon the ROC proceeding. Qwest
proposes Table 6 as a solution to this impasse issue. As Qwestls performance further
deviates from the standard set in the PAP, Qwest would make Tier H penalty payments.
Qwest proposed this solution in the ROC proceeding and states that the CLECs in
attendance agreed.

29 See Qwest exhibit G which shows payment levels for missed mstallatlon commitments (OP-3) and
installation intervals (OP-4).
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Measure Tier II Payment Per Month

I

Performance Relative to
Benchmark Or Parity

GA-l, 2» 3_ 41 6341* 1% or lower 31.000
>1~>0w 3°/5 S10 000
>3% to 50 o 320,000
>5% 330,000

po-1" * 2 seconds or less 31,000
>-2 seconds to 5 seconds $5,000
>5 seconds to 10 seconds 310,000
>l0 seconds 315,000

op-2/mR-2*** 1% or 'Lower $1,000

>1% 'EO 3% 35.000

>3% to 5% S10,000
>5% $15,000

T-00000A-97-0238

Table 6: Qwest's Severity Factor ROC Proposal

*Performance relative no benchmark
"Performance relative ro parity

190. WorldCom filed comments on this proposal filed by Qwest. WorldCom
agreed to the changes made by Qwest in its ROC proposal. WorldCom also states that
Qwest has agreed to provide Tier H payments for these measures each month, rather than
after three months.

b. Discussion and Staff Recommendation

191. In Staffs Proposed Findings of Fact and Conclusions fLaw, Staff agreed
with Qwest that its approach to severity factors, with the above ROC proposal, is
improved. Staff was concerned that the Table 6 performance measures are appropriately
aggregated at the sub-measurement level. These sub-measures should be weighted based
on their number of occurrences. Staff reviewed Qwest's updated weighting proposal and
found it to be adequate. The PAP should explicitly state that these pet'fom"iance measures
in Table 6 will be weighted according to their number ofoccu1Tent:es.

192. Additionalsevehty factors are not necessurv and may result in excessive
CLEC reliance on penalty payments. If it is determined that the penalty levels are not
high enough, then the issue of severity factors can be revlsiced an the six-month PAP
review.

30 GA-l measures "Gateway Availability IMA-GUI." GA-2 measures "Gatewav Availability IMA-EDI."
GA-3 measures "Gateway Availability EB-TA." GA--i measures "System Availability EPQXCT." GA-6
measures "Gateway Availability GUI-Repair."
l Po»l measures "Pre-Order.Order Response Times."

Jo OP-2 measures "Calls Answered Within Twenty Seconris - Interconnect Prvisirviing Center."
measures "Calls Answered Within Twentv Seconds - Interconnect Repair Center."

MR-2
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Month 6
p, 1-\Measure [OPerformance Relative

Benchmark Or Parity

h 2Vionth I r  M 4Month 3 Month 4

GA-I. 2. 3.4. 6~ s1.000l% or lower si,500 I 52,500$2,000 $3,000 $3,500

1 >l% to 3% Sl0,000 315,000 $20,000 525,000 S30 000 l
l535,000

I >3°/\s IO 5% )s20.000 $25,000 $30 000 $35,000 $40,000 545,0001
5

1 >5% 330,000 535,000 *. $40,000 $45.000 s50_000 $55,000

I

ant

$1,000 S1,500 $2,500$2,000 $3,000

>2 seconds ro 5 seconds S5,000 $10,000 $25,000Sl5,000 , $20,000 $30,000

i
I

i >5 seconds to 10 seconds Sl0,000 313,000 $20,000 1 $25,000 $30,000 335,000

l >I0 seconds $15.000 520,000 $25,000 l 330,000 535,000 340,009

I
OP~2/'Vl R<2¢¥ i 1% or lower s1.000

I SO $9032.000 $2,500St 560 I
I $3,500

1 >l% to 3% s5,000 3101300 S 15 000 $20,000i
I

325,000 330,000

l $10,000>3% to 5% 515,000 s20,000 $25,000 530,000

>50/0 I 515.000 820.000

T-00000A.97-0-38

193. WorldCom did submit comments on this issue in response to Staffs initial
report. WorldCom requests that Staff c" 3; its recommendation. WorldCom a.sks that
its comments on penalty caps and escalation also be referenced here. The reasoning
behind WorldCom's statements on those issues would apply here as well. Comments
submitted in response to Staffs initial report did address this issue.

194. Staff continues to support its prior recommendation. Staff would also like
to clarify its position on the issue of escalation for the measures listed in Table 6. As
illustrated in Staffs Table 5, Staff believes that escalation for Tier II penalties is
important. Staffs escalation proposal in Table 5 covers all Tier H measurements except
those in Table 6. For the measures in Table 6, Staff proposes the escalation payments in
Table 7 below,

T a b l e  7 :  S ta f f s  P r o p o s e d  T i e r  I I  P e n a l t y  P a y m e n t  L e v e l s  f o r  M e a s u r e m e n ts  i n
Table 633

Month 5

l
l following

l

4

1 Po-l * I 2 seconds or less
$3,500

i $25000 1 330,000 9 $35,000
$35,000

I $40,000
\
i
I

'Performance relative to benchmark
*"Perflorrrlance relative ro panty

195 Staff wil l  <z,ive an example of payments under  Table 7 in order  to descr ibe
how th i s  tab le  wou ld  be  L1s ed . -  I f  Qwes t  m is s ed  Po - l  by  mo r e  than  10  s ec onds ,  men
Qwest wou ld  pay  $15,000 in  the  f i r s t  month . f in  month  two ,  Qwes t  aga in  missed  PO-1
b y  mo r e  th a n  1 0  s e c o n d s .  t h e n  Qwe s t  wo u ld  p a y  3 2 0 ,0 0 0  s in c e  th i s  wa s  th e  s e c o n d
c ons ec u t i v e  mon th  o f  m is s ing  PO- 1  a t  tha t  s ev e r i t y  l e v e l , I f  i n  m o n t h  t h r e e ,  Q w e s t
m is s e d  Po - l ,  b u t  b y  7  s e c o n d s ,  th e n  Qwe s t  wo u ld  p a y  S1 0 ,0 0 0  s in c e  th i s  i s  th e  f i r s t
mon th  in  wh ich  Po- l  was  missed  a t  tha t  seve r i ty  leve l .  i f  in  mon th  fou r ,  QW es t  me t  Me
benchmar k  fo r  Po - i ,  then  no  pena l ty  paymen t  wou ld  be  made .  I f  i n  mon th  f i ve ,  Qwes t
again missed Po- l  by more than 10 seconds, then Qwest would pay $15,000 based on the
concept of sticky duration explained in disputed issue number thir teen.3

13 This table does not apply to the measurements mentioned in Table 5 of this Staff Report.
includes We escalation payment levels for the measurements specified in Table 6.

For *he ~rmcepf. of sticky duration

Table

34 ro enable payment levels no drop, Qwest would have to meet a
performance slamiurd first. For example, if in month four of the previous example, Qwest missed Po-l by

It in
month five, Qwest again missed PO-1 by more Lean 10 seconds, then Qwest would pay 320,00 The
3 seconds, then Q» ve=r would pay $5,000 since this was the first time that this standard was not met.
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v̀ :SPUTED ISSUE NO. 11' Audits (PAP .- 11)

196. Auditing Qwest's procedures and financial systems once it receives
Section 271 approval was discussed. An audit of Qwest's procedures would involve
review of the procedures used in calculating Qwest's perfomaauce measures in
accordance with PAP guidelines. Qwest's financial systems would be reviewed to
determine if penalty amounts are also calculated in accordance with PAP guidelines.

a. Summary ofQwest and CLECPositions

197. Qwest provided comments on this issue in its April 5, 2001, Hung. Qwest
proposes that an ongoing monitoring program of the PIDs be adopted in lieu of the
comprehensive annual audit proposed by the CLECs. An audit of Qwest's financial
systems would be initiated alter one year of operation under the PAP. Another financial
audit would begin no later than 18 months following the initiation of the first aL."it. For
all audits, Qwest would choose the auditor or the Commission may conduct the audit.
Qwest would cover the costs of the audits; ,

198. In instances of reporting or payment disagreements between Qwest and
CLECs, an independent audit may be conducted. Any under or overpayments would be
corrected following the audits. Interest on the payments would be calculated at the one
year U.S. Treasury rate. Also, the party which is found responsible for payment
deficiencies must cover the expense the auditor incurred in conducting the audit. The
issue in question must also be less than twelve months old when the audit begins. Each
CLEC can request a maximum of two PIDs be investigated per audit. CLECs are limited
to two audits per calendar year.

199. Monitoring would be combined with these audit provisions. Additional
monitoring would be focused on key areas which were identified in the initial audit as
requiring further monitoring.

' 200. WorldCom filed comments on this issue on April 5, 2001. WorldCom
states that periodic and comprehensive third-party audits of Qwestls reporting procedures
and reportable data is necessary to ensure accurate and reliable data. The audits should
validate that all systems, methods, and procedures for reporting performance measures
are consistent with the business rules, methods of calculation, reporting structures,
disagreggation, and measurable standards of the PIDs. WorldCom proposes an initial
comprehensive audit that will commence six months after the ROC OSS test ends.
Additional audits would then be conducted every twelve months. WorldCom proposes
the following guidelines for audits:

• The cost of these audi*s will be bam by Qwest.

payment level would not be escalated to 325,000 because Qwest did not miss the measure by more than 10
seconds for three consccubve months. Also, Qwest would not experience the falling of payment levels to
315,000 because Qwest did not pass the measure in the previous month.
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An independent third~party auditor (selected !oi: 'zly by Qwest, the
Commission, and the CLECs) will perform the The audit pro*=~<s will
be open to the CLECs. When the audit is complexed. the results of the audit
will be submitted to the Commission and sent to in t" ECs
If the audit finds that Qwest is not reporting accurafeli., consequences should
ensue including placing Qwest's 271 approval on hold until it proves it has
permanently fixed the problem.

N. *I-11"

201. In addition to the regular annual audits, additional audits could be
triggered by recommendations from the previous auditor, by the Commission staff, or by
a CLEC request for a mini audit. Penalties should be imposed if the auditor cannot
replicate a measure because of missing data.

202. WorldCom and Z~Tel jointly tiled an opening brief on this issue. They
refer to the five-step process laid out in the Colorado Draft PAP Report. Under the
Colorado Plan, for the first three years of the auditing program, Qwest should pay for the

After the three years, the
Commission can decide whether Qwest should bear full financial costs for future annual
audits based on the results of past audits and the current competitive state of the Arizona
market. The fourth and fifth aspects of the audit process address mini-audits and
Commission audits. WorldCom and Z-Tel add a sixth element for a requirement that
Qwest adopt a change management plan for metrics so that auditors and CLECs can
follow changes in metrics from month to month for accurate replication. Ar the PAP's
inception, and every year thereafter, the Arizona Corporation Commission, with input
from its Staff, Qwest and CLECs, should select an appropriate outside firm to perform
the auditing function, The five step process is summarized below,

first three aspects of this audit process described below.

(1) Easic Requirements Imposed on Qwest

Qwest must not be authorized to make any change in its performance
measurement and reporting system unless the Commission, through the PAP
Pevisicn Process nr otherwise. approves of such a procedure in advance. In
addition, to facilitate the use of effective auditing of Qwest's performance
measurement system, Qwest should be required to store all such records in easy-
to-access electronic form for three years after they have been produced {and an
additional three years in an archived format). Any failure to follow either of these
requirements shall be treated as a violation of the Change Management Procedure
and would result in penalties. The auditor should be emprwvered to ea beyond
checking Qwest's calculations and adherence to business rules, but to also ensure
that the underlying data was properly coded so that exclusions are appropriate.

(2) Oversight oflnrrMl Problem Areas

During the first two years Fol1owin5 Like
with the first generation of the performance Lt.
shall be subject to periodic specialized audits. *L

institution of the PAP (starting
Fl.; called fol bl. the PAP), Qwest

audits would focus on areas
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of ,performance that were identified in the initial audit. Any issues identified by
the auditor must L" corrected by Qwest to the satisfaction of the auditor and the
Commission before the audit is closed. Additionallv. tiny future audits may
ineiude "areas of performance" not "identif ied" in the initial .nerfcwiiiarice
measurement audit.

(3) Regular Performance Management Audits on Selected Measures

At annual intervals for the first three years of the PAP's operation, and
at intervals to be determined by the Commission thereafter, the outside Audi*or
shall perform an audit that will entail three basic steps. First, this audit should
evaluate the accuracy of the measures. Second, the audit should examine the
measures responsible for producing 80% of the penalties paid by Qwest over the
prior interval. Finally, the audit should take particular care in evaluating, whether
Qwest is accurately evaluating which, if any, requests for performance can be
properly excluded and thus not counted toward its wholesale performance
requirements. To facilitate this exercise, Qwest shall be required to keep a record
of ail exclusions (whether authorized by the PIDs or otherwise excluded) and to
catalog the effect of such exclusions on otherwise applicable penalty calculations.
Such records should be kept in easy-to-access electronic format for three years
and an additional three years in an archived format.

(4) Mini-audits Upon CLEC Request

CLECs can request a "mini-audit" of Qwest's wholesale measurement
systems. This mini-audit must be conducted by a third-party auditor. Qwest
should pay for fifty percent of the costs of the mini-audits. The other fifty percent
of the costs will be divided among the CLEC(s) requesting the mini-audit, unless
Qwest is found to be "materially" misreporting data, "materially" misrepresenting
data, or to have non-compliant procedures. If any of these apply, then Qwest
should pay for the entire cost of the third-party auditor. "Materially" at fault

ears that n renon'ed.suecessful measure changes as a consequence of the audit to
at missed measure, or there is a change from an ordinary missed measure to a
higher severity leyei. Each party to the mini-audit should hear its own internal
costs, regardless of which party ultimately bears the costs of the third-party
auditor. in addition to fixing the identified problems, Qwest should also be
responsible for paying a penalty under the change management process.

When a CLEC has reason to believe that the data collected for a measure
is flawed or the reporting criteria for the measure is not being followed, it must
have the right to have a mi"i-audit performed on the specific rneasurefsub-
measure 'pop written request (including e-mail). This request will include the
design..;ion of a CLEC represent active to engage in discussions with Qwest about
the requested mini-audit If, thirty days after the CLEC' written request, the
CLEC OclCves that the issue has not been resolved to i's satisfy"° `-' ~, Lhe CLEC

S

i9EGISlON no.
40

_ ......-.so-......



T-00000A-97-0238

may commence the mini-audit, after providing Qwest with written notice five
busirv=ss days in advance.

Each CLEC should be limited to auditing :free single rneasures/sub-
measures or one domain area (preorder, ordering, provisioning, maintenance, or
billing) during an audit year. Mini-audits cannot be requested by a CLEC while
the OSS third-pany test or an annual audit is being conducted (Le. before
completion of the complete test). Mini-audits should include two months of raw

data.
during a mini-audit, it . _
a major service category Qwest is "materially" at fault, the entire service category
should be re-audited at Qwest's expense.

No more than three mini-audits should be conciucted simultaneously. If,
1: found that for more than thirty percent of the measures in

The results of each mini-audit should be submitted to the CLEC involved
and to the Commission as a confidential document. Qwest should provide
notification to all CLECs at" any mini-audit requested when the request for the
audit is made on its website or by other means.

(5) Commission Audits

The Commission should retain the right to perform an audit, with the

assistance of the outside auditor, it` the Commission so chooses to examine any
aspect of Qwest's wholesale performance at any time that it deems warranted.
Such an audit should be paid for through Tier H penalties maintained in a state
fund. If the audit discovers errors in performance reporting that are adverse to the
CLECs, Qwest should reimburse any costs of the audit and be liable for penalties
under the change management process.

(6) Change Mamfzgemenr Process

Qwest should adopt a change management process with input from
CLECls tn.pr1;ur@ that metrics can be replicated by the auditor. The change record
would cover all elements of a metric. This process should be enforced by
Commission directive that states that the auditor's inability to replicate a metric
due to poor change control or missing datashould elicit the same remedy as if the
metric had been missed. This would include duration remedies if multiple months
cannot be replicated. `

203. WorldCom's reply brief states that in order for an audit process to be
meaningful, Qwest must not be allowed to select the auditor. The Commission should
have the ability to initiate an audit if it finds that Qwest is not properly complying with
the PAP. Depending on the trigger the Commission uses, Commission audits will impact
the need for root muse analvs' As laid out in the opening brief, the CLECs should have
the right to mini-audits. The Commission should determine who pay; for the mini-at:""lts.
If a CLEC is bus '4 the mini-audit process, it should be assess-*d the cost of the audit.
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204. Qwest did not comment on th.. sue in its filing on the ROC proceeding.
WorldCom dad not comment on this issue in its response - Qwestls ROC proposal.

b. Discussion and Staff Recommendation

205. In Staffs Proposed findings of Fact and Conclusions of Law, Staff stated
that auditing Qwest's procedures is important. Tier II payments as described fn the next
disputed issue could help fund this effort. Staff believed that Qwest's monitoring
proposal was sufficient especially in light of the six-month review efforts which will be
conducted. The CLEC auditing proposal would be too onerous an effort. However, Staff
believed that the Commission rather than Qwest should choose the auditor (or monitor)
of Qwest. The Commission should also be able to conduct an audit or have one
conducted at any time it deems necessary. in an audit or monitoring program, the results
should be provided to Qwest, the Commission, and all Cl-ECs.

206. Qwest did submit comments on this issue in response to Staffs initial
report. Qwest did support much of Staffs recommendation on this issue, Qwest also
mentions that it has agreed to a multi-state audit/monitoring program. Qwest states that it
would be beneficial for Arizona to be involved in a multi-state audit effort. Staff' initially
recommended that the Commission be allowed to conduct audits at "any time." Qwest is
opposed to this part of Staffs recommendation.

207. WorldCom did submit comments on this issue in response to Staffs initial
report. WorldCom disagrees with Staffs audit recommendation in that its scope is too
limited. WorldCom asks that Staff review the recommendations in other states (such as
Colorado and Utah) which developed more meaningful audit provisions.

208. Staff supports its prior recommendation with some clarifications. Staff
reiterates that the choice of auditor should be made by the Commission. Staff is not
opposed to the Arizona Commission joining in a multi-state audit effort if the terms of
the auditing procedures are deemed favorable by the commission. However, the

commission should always reserve the right to leave a multi-state audit et.Or*t if the audit
methods do not meet Arizona's auditing needs, or to conduct its own audit at any time.
Given that the Commission has not been a part of the multi-state proceeding, Staff is not
even aware of how the multi-state participants plan to select an auditor. Staff would not
oppose joining the multi-state audit process if it is determined that it will meet Arizona-a's
needs. However, again participation in any multi-state auditing effort still should not
preclude Arizona in ordering and conducting its own audits if necessary or found to be
warranted. One condition that Staff believes is essential is that the auditing process be
open to the CLECs, Star could only recommend joining the multi-state process if that
process is open. The Staff will review the PAP auditing provisions in its six-month
reviews.
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DISPUTED ISSUE 12- Tier Ii Pavments (PAP - 12)

209. Since Tier II penalty payments will not be received by CLECs, parties
have suggested how to utilize the Tier II payments collected under the PAP.

Summarv of Qwest and CLEC Positions

210. Qwest states its position on Tier II payments in its opening brief Qwest
states that its Tier"II proposal is sufficient to encourage compliance and not provide
windfall payments to CLECs. Qwest states that Tier H payments would be used to
extend telephone service in Qwest's ten'ito"y and to extend Qwest's service ten'itory into
new areas. Qwest states that payment levels under the CLECs proposal for Tier ll
payments would be unreasonable. Qwest states that its proposed Tier II changes as
mentioned in its reply brief on penalty classification addresses CLEC concerns.

21 i. WorldCom and Z~Tel jointly tiled an opening brief on this issue.
WorldCom and Z-Tei state that Qwest should not receive Tier H payments or be allowed
to benefit from these payments to the State of Arizona. Tier II payments can be received
by the State of Arizona or the Commission for administering the PAP and to audit PAP
processes. WorldCom and Z-Tel state that it is not appropriate that Tier l measurements
are evaluated every month, but Tier II measurements are evaluated every three months.
WorldCom and Z-Tei believe that all performance measurements should be classified as
Tier II, except those GA measures to which CLECs have agreed.

212. WorldCom restates in its reply brief that all measurements (except GA
measurements) should be classified as Tier II,

213, . Qwest maintains that Tier H payments revert to Qwest for usage that
relates to its service territory.

214.
provmsnl,

Wor'dCom did not comment on this issue in its response to Qwest's ROC

Discussion and Staff Recommendation

215. In Staffs Proposed Findings ofliact and Conclusions of Law, Staff agreed
with the CLECs in that the Tier II payments should not revert solely Lo Qwest for its
personal use. Tier H payments should further the aim of increased competition in
Arizona's telecommunications market.

216. Staff recommends that funds collected through Tier ll payments should be
used to fund certain Commission activities. The Commission activities funded should
include and be limited to: 1) covering the additional costs of administering the PAP and
2) covering the costs of developing permanent wholesale service quality standards. Both
of the above may include the costs of utilizing consultants. Staff recommends that iffier

oEclslon NC.
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ll payments exceed what is necessary to cover the above two costs, the balance should be
given to the Arizona State Government's general Ema.

217. Qwest's contention that Tier II payments be used to extend Qwest's
device territory into new areas directly contradicts their current policy of resisting such
expansions. Also, returning the payments to Qwest will diminish any incentives those
payments may have on changing Qwest's performance.

218. WorldCom did submit comments on this issue in response to Staffs initial
report. WorldCom points out that issues previously mentioned by WorldCom were not
addressed by the Commission, WorldCom believes that there should not be a three
month trigger for Tier II payments. For Tier II measures that have Tier I penalties as
well, payments should begin after two consecutive months of non-compliance. Also,
both Tier ll and Tier l payments should escalate over time.

219. Qwest did submit comments on this issue in response to Staffs initial
report. Qwest indicated that they were strongly opposed to Staffs proposed resolution of
how Tier H payments should be used. '

220. Staff agrees with WorldCom that Tier H payments should also escalate.
Staffs Tier II escalation proposal is illustrated in Tables 5 and T. Staff does not agree
with WorldCom's suggestion that payments on measures with Tier l and Tier H penalties
should begin in the second consecutive month of non-compliance. Staff notes that the
measures listed in Table 7 would have payments begin in the very first month of non-
compliance. Staff believes that the three month trigger on most measures plus the more
stringent requirements o"Tabie 7 are sufficient to ensure Qvvest's compliance. Staff also
can review this recommendation in the PAP six-month review.

221, Qwest was strongly opposed to Staffs initial recommendation on this
issue. However, the resolution outlined above is considerably different than that in
Staffs initial report. Staff continues to support use of at least of a portion of payments to
the Tier ll fund to be used to enable the Commission to administer the PAP on an
ongoing basis. Staffs initial report identified those uses as follows: l) audits of the PAP
by the Commission as necessary, 2) retention of additional Staff and/or consultants to
monitor post-entrv compliance and 3) dispute resolution. in addition, Staff believes that
it would be appropriateto utilize such funds as needed to encourage improvements to
Qwestls wholesale service quality in both federal and state proceedings. Staff still can
not support Qwest's proposal to have the Tier II penalties returned to it.

DISPUTED ISSUE NO. 13: Stickv Duration (PAP - 13)

ZZ". The tem "sticky duration" refers to escalated penalty levels (Le,
amounts) "sticking" in place until a certain time at which Qwest is deemed to merit
penalty level reductions to initial levels. Qwest is opposed to icky duration while the
CLECs are in favor of this concept.

QECISION No,_ nlllln*ll ml-1l
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Measurement Group Months l \/Month 2 Month 3 Month 4 Month 5 i Month 6 84 each following

High S150 3250 $500 $600 3"')() $800

Medium S75 $150 3300 S400 3500 S600

Low $25 350 $100 3200 3300 3400

Per Measure/Cap
.v'ieasurenwrmn Group \/ionrh 2Month I Month 8 lonlh 5.\Ionth 4 I Month 6 84 each followmv

High s25.00(8 350,000 S`4')00 SEO() 000 l 51"5,0p" S150 000

840.000 s° 0 000 330 J00 340,000 550000 $60,000

35.000Low I
I $10,000 315.000 sz0.000 sz5000 330.000
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a. Summary of Qwest and CLEC Comments

223. Qwest states its stance on the issue of "stiekv duration" in its opening
biriei Qwest believes that the issue fs composed of two pans: 1) whether two months
compliance is sufficient for penalty levels to return to initial amounts, and 2) whether
repetition of a previous C :Tense should require higher than initial penalty amounts.

224. Qwest mentions that Z-Tel proposes "sticky duration" in which repeated
failures are perceived as demonstrating the need for higher penalty levels. Qwest states
that this has not been proven in the telecommunications industry. Qwest also states that
no FCC approved PAPs include this provision. Qwest states that it might not be the
cause of a failure and that a failure does not indicate discrimination toward CLECs by
Qwest. Qwest also believes that it is uneconomical for it to provide perfect service to
CLEfs, yet that is what "sticky duration" requires of Qwest. Qwest believes that since
new services or service upgrades can result in a temporary decline in service quality, that
the incentive t`or Qwest to implement needed changes to its systems may be eroded by
"sticky duration."

225. WorldCom and Z-Tei jointly filed an opening brief or: this issue. The
parties state that severity and duration factors provide necessary incentives to improve
Qwest performance. WorldCom and Z-Tel believe that two or three months of compliant
Qwest performance is necessary before allowing payment levels to return to initial levels.

Qwest mentions a ROC proposal to address this issue in its reply brief. In
Qwest refers

226.
the ROC proposal, Qwest agreed to a specific concept of"sticky duration."
to the table below in its proposed PAP as the method by which penalty payments will be
increased and decreased. Payment levels will be increased as consecutive month misses
accumulate according to Table 8. If Qwest does meet a measurement, then penalty
payment levels will revert downward one month after compliance for one month. For
example, if there are four consecutive months of failures in one measure, then Qwest
would be responsible for penalty payments at the month four level in Table 8. If in the
next mo'irh, Qwest meets the measurement standard, then the payment amounts zero If
in the following month af ter this compliant performance, Qwest fails the
measurement, then the penalty payment level would be at the month three level.

on

Table 8: Qwest Tier I Penalty Payment Levels

I Medium
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127. Lm summary, Qwest payment levels of not reduce to the initial levels on
merely one month of compliant performance. l-lowcver. airer demonstrated commitments
to meeting :he measurement standards, men me penalty, payment l€V€lo could eventually
return to initial levels. Qwest makes this same proposal here in Me Arizona proceeding.

228. WorldCom agrees with Qwest's proposal to have payment levels adjusted
downward one month after compliance for one month. --

229.
collaborative.

230. WorldCom refers to the concept of "sticky duration" in its tiling
responding to Qwest's ROC proposal. WorldCom restates its reply brief response.
WorldCom mentions that there is a drop in the percentage increase in the Tier I payments
past month three. Under Qwest's Tier II proposal, Qwest would make the sarnf payment
amount each month, even after months of non-compliant behavior. WorldCom "still has
issues with the payment table itself."

231. Fl Staft"s Proposed Findings of Fact and Conclusions otlLaw, Staff agreed
with Qwest's proposal on sticky duration. As discussed in the section on disputed issue
number 7, Staff disagreed with the CLECs that the payment levels should escalate

8,beyond the sixth month. Staff supported Qwest's paymenttable as presented in Table
which indicated that penalties for month six and thereafter be equalized.

232. WorldCom did submit comments on this issue in response to Staffs initial
report. WorldCom opposes the limit of six months on payment escalation chichis part
of Staffs recommendation on the issue of sticky duration.

. 233. Staff disagrees with WorldComls recomqiendatiqn that penalties escalate
beyond six months. This issue can be revisited in the PAP six-month review if it seems
that Qwest does not have the incentive to comply with the current limit of six months on
€SC1i3[iOI1.

234. Staff continues to support its initial recommendation and also provides
clarification of its recommendation. Staff supports sticky duration for Tier II payments
as well. Tables 5 and 7 illustrate the escalation levels ' would apply to Tier l l
payments, Staff recommends that the same sticky duration concept expressed by Qwest
For Tier I payments, would apply to Tier II payments.

235. Section 13 of Qw est ls proposed PAP contains several legal limitations on
or associated with the PAP.

b.

DISPUTED ISSUE NO. 14: Plan Limitations (PAP - 14)

Discussion and Staff Recommendation

Qwest restated its posit ion on this issue in its f il ing on the ROC

46
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236. Section 13.1 states that the PAP will not gr to effect until after Qwest
receives approval omits 271 application with the FCC. The t'-E'L s oppose this provision
and want the PAP to go into effect at the time the Commisw 're *proves Ir, regardless of
the status of Owest's application with the FCC. Qwest is not "filling to concede on this
issue.

4

237. Section 132 states that Qwest will not be liable for Tier I damages to a
specific CLEC until the Commission approves an interconnection agreement, which
incorporates the PAP,between Qwest and that CLEC. The CLECs generally noose this
requirement. \,LEss believe that they should be able to opt into the PAP as soon as the
Commission approves the PAP. They do not want to go through the process of amending
their interconnection agreements.

238. Sectionl3;3 indicates that PAP penalties will not be paid if measurements
were missed due to force majeure events. The CLECs ininiallv claimed that Qwestls
definition of force majeure was too vague.

239. Section 13.4 states that the fact that Qwest made payments under the PAP
cannot be used by CLECs as evidence in other proceedings that Qwest is discriminating
against them. This is commonly referred to as the "liquidated damage" provision. The
CLECs oppose this provision.

240. Section 13.5 states that actual damages from missed performance
measures would be difficult to ascertain. Thus, the payments made under the PAP (the
"liquidated damages") are a reasonable approximation for contractual damages. Section
13.5 also states that payments under the PAP are not intended to be a penalty. These
PAP payments do not foreclose any non-contractual legal or regulatory claims and
remedies that may be available to CLECs. The CLECs oppose the provisions of Section
13.5.

241 l. Section 13,6 states that CLECs are not entitled to receive payments from
both the PAP and any other rules, orders, or other contracts such as interconnection
agreements) that cover payments for the same or analogous performance as the PAP. IE
CLEfs have alternatives to the PAP available, they must choose between the PAP and
the available alternatives. The CLECs claim that the language referring to analogous
performance in 13.6 is too broad. '

242. Section i3.7 states that Qwest will not be liable for both Tied 'l payments
and other assessments or sanctions by the Commission that cover the same or analogous
performance. The CLECs claim that the language referring no analogous performance in
137 is too broad.

a. Summary of Qwest and CLEC I. l;)¢L1' l

DECISION NG.
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24". Qwest filed comments on this issue on April 5, 2001, and in its opening
brig=*` Qwest states that **e provision in Section 13.1 that the PAP not become effective
until after Qwest receives 2"' approval from the FCC is appropriate. Qwest states that
"the FCP has clearly stated that the purpose of a performance assurance plat is to prevent
backsliding once the RBOC obtains approval..."35 The rational behind a PAP is that a

'RBOC's incentive to engage in market opening behavior exists before, but not ante.,
approval.

244. Qwest states that the CLEC's'opposition to Section 13.2 is unfounded.
The FCC orders for K:.nsas, Oklahoma, and Texas indicate that the PAP is part of
standard interconnection agreements in those states.

245. Qwest states that Section 13.3 simply disallows double payments t`c>r the
same performance. Qwest claims that this is consistent with statements made by the FCC
in the Massachusetts order.36

246. Qwest states that adopting the PAP essentially deprives CLECs of their
constitutional due process rights. TherefOre, it is appropriate for Section 13.4 to prohibit

4 an admission of
discrimination or of Qwest's liability for claims brought outside of the PAP. Qwest
claims that this provision is based on language torn the SBC Texas PAP approved by the
FCC for Texas, Oklahoma, and Kansas.

the use of performance results or pavrnents under the plan as

247. Qwest indicates that Section 13.5 simply states that payments under the
PAP are "liquidated damages." "(T)he payment amounts are unquestionable estimates,
and the intent of the plan is to have Qwest make the payments without actual proof of
harm incurred." "(L)iquidated damages are a means by which the parties, in advance of a
breach, fix the amount ofdarnages that will result therefrom and agree upon its payment."
Qwest claims that the CLECs objection to Section 13.5 stems from their desire to take
advantage of the PAP's self-executing liquidated damage paytnents and then litigate for
the actual damages. Qwest believes that "the reservation cc- a right to sue for actual
damages renders the liquidated damages unenforceable " .

248, Qwest states that Sections 13.6 and 13.7 are totally appropriate and simply
preclude Qwest from paying two penalties for the same perform;mce miss.

249. WorldCom tiled comments on this issue in its filing on April 5, 2001.
WorldCom 'Md Z~Tel jointly filed an opening brief discussing this issue. WorldCom and
Z-Tel object to many of the iiinitations in Section 13 and refer to them as loopholes.
They object to Section 13.1 because instituting the PAP before FCC approval will allow
the Commission to evaluate the etlllect'*-'eness of the PAP. They object to the limitations
in Section la.*. They believe that CLECs should be able opt into the PAP under
'3ec*ion 1.8 ofzbe SGAT immediately up-an approval of the PAP by the Commission.

[O

" Qwest cites the \ <:l.Luii Massachusetts Order Paragraph 236-7, and 2430
.o Qwest cites the Verizon Massachusetts Order Paragraph 242

EDEC\S\DN N@. 1-1.. Mn """ ,- "'-"I
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250. WorldCom/Z-Tel believe that the force majeure language in Section 13.3
is too vague. They indicate that there currently is language in the SCAT that defines
force majeure events (SGAT Section 5.7). This existing SGAT language should be used
in the PAP as well.

251. WorldCom/Z-Tel also take issue with Section 13.4 of the PAP. They state
that Qwestls conduct underlying its performance, including its performance results, is
discoverable and may be admissible as evidence. Qwest is Free to contest the evidence,
but it cannot b'ar it from being introduced. WorldCom and Z~Te1 also state that Section
13.4 is vague and needs fund: clarification.

252. In relation to both Sections 13.4 and 13,5, WorldCom and Z-Tel indicate
that PAP payments are not "liquidated damages." Therefore, the reference to liquidated
damages should be deleted.

253. WorldCom and Z-Tel object to Sections 13.6 and 13.7 because they do not
believe that any court would allow for doublerecovery. They also state that they would
not seek double recovery. That is, any PAP penalty payments Qwest makes would be
netted out of any other damages the CLECs could potentially receive. They point out that
restrictions on double recovery should only apply to double recovery for the same acts.
Qwest's restriction against double recovery for "analogous" wholesale performance is too
vague.

254.
deleted.

Worldcom and Z-Tel believe that both Sections 13.8 and 13.9 should be

255. Qwest tiled a reply brief on this issue, Qwest does not change its position
outlined in its opening brief. Qwest clarifies that Section 13.4 does not iirnit "...the
introduction of perfonnance results into evidence in another proceeding, if appropriate."

256. Qwest *'=.Ii€ves that the position of WorldCom and Z-Tel that Sections
13.6 and 13.7 are too broad and overlv resrdctive is value and unsupported.

257. WorldCom filed a reply brief on this issue. WorldCom requests that the
Commission adopt a "memory" concept if the Commission does not choose to make the
PAP effective before the FCC grants Qwest 771 approval. WorldCom believes that if l)
Qwest has missed a measure for three consecutive months prior to the PAP being in
effect and 2) misses that measure again in the first month that the PAP is effective, then
that measure should be treated as if Qwest has missed it four months in a row, The
appropriate escalated penalties should* *hen apply.

2.58. WorldCom indicates that CLECs should not be entitled to double recovery
for the same vioiaon. Howe"° r, Qwest's restrictions on payments For analogous activity
are too broad and will result in disputes over what constitutes zm...;gous activrtv.

DECISICDN NQ.
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259. Qwest did address this issue i. filing on the ROC collaborative. In this
tiling, Qwest proposes a definition of force majeure 're inserted in to Section 133)
that is similar, but not identical to the definition WorldCom advocated in its opening
brief.

,n
.4

260 WorldCom does address this issue in its filing on Qwest's ROC proposal.
WorldCom states that Section 13.3 should include either the language in the SGAT
Section 5.7.1 or this language should be cross-referenced. The language on force
majeure in Section 13.3 should be limited to only benchmark standards and should not
apply to parity measures. WorldCom states that the force majeure language in the
Colorado final PAP report37 is more appropriate. It is not general as the language
Qwest provided in this proceeding. WorldCom would like the t`oilowing language added
to Section 13:

218

"If Qwest desires a waiver omits obligation to pay any penalties it must he
an application with the Commission. Any waiver request mus*, by a
preponderance of the evidence, establish the circumstances that justify the
waiver, stating any and all relevant documentation to support the request.
CLECs and other interested parties would have a full opportunity to
respond to any such waiver request prior to the Commission ruling. Qwest
shall be required to pay any disputed amounts or place the disputed
amount of money into an interest-bearing escrow account until the matter
is resolved. In addition, arty such waiver should only apply to a narrow
period of time when the activity occurred, not months after the activity or
has ended."

261. WorldCom opposes the Section 16.0 changes proposed by Qwest.
WorldCom does not support Qwest changes which indicate that Qwest may be able to
have the final say on PAP changes.

b. Discussion "nd Staff Recommendation

262. In Staff"s Proposed Findings of Fact andConclusions of Law, Staff agreed
with Qwest's position on Section 13.1. Staff believed that the effective date of the PAP
should follow FCC 271 approval.

263. Staff disagreed with Qwestls position on Section 13.2. Staff supported the
CLECS desire to opt into the PAP as soon as it goes into effect. An amendment to a
CLECs current interconnection agreement should not be necessary. The Arizona OSS
test has documented that obtaining an amendment to an interconnection agreement can be
a lengthy and difficult process (see AZ tWOs 1130, 1132, and 1134).

264. Staff supported <`*west's inclusion of Section 13.9 force majeure language
that corresponds to the language in the SGAT for measures with a benchmark standard.
However, if Qwest .meses a measurement with a parity standard, then Qwest should not

3? Weiser, Phil. Final Report and Recommendarzbn, 2001.
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be forgiven. for these Tier I or Tier H misses. Staff believed that the PAP should clarify
L,.ut resumption ofUie :AP will occur in the month following a force majeure event.

265. Staff supported Qwest's position on admission of liability stated in Section
13.4. This is the same language as is in the Texas PAP.

266. Staff supported Qwest'; position on liquidated damages stated in Section
13.5. This is the same language as is in the Texas PAP.

267. Staff supported the CLEC position on payment entitlements stated in
Section 13.6. A similar section to 13.6 does not exist in the Texas PAP. Staff opposed
the inclusion of Section 13.6 in the PAP. Staff was especially against the inclusion of the
vague reference to "same or analogous" performance.

268. Staff supported the CLEC position that the Secniori 13.7 language referring
to "analogous performance" is too broad. Currently, Qwest's Section 13.7 reads:

"Qwest shall not be liable for both Tier II payments and assessments or
sanctions made for the same or arzafagous perforrrlance pursuant to any
Commission order or service quality rules." (Italics added.)

The same section as presented iii the FCC approved Texas PAP for SBC
reads;

"SWBT shall not be liable for both Tier II "assessments" and any other
assessments or sanctions under PURA or the Commission's service
quality rules relating to the same performance." (Italics added.)

269. In addition, Staff believed that there is a valid distinction between PAP
penalty payments and Commission performance standards. For most measurements
Linder the PAP, Qwest is required to deliver parity performance or face penalties.
However, Commission perfomiarice standards set retail/wholesale levels of performance.
These retail/wholesale levels may be above Qwest's current level of performance (as
utilized in computing parity performance). If Qwest does not meet these standards, then
Qwest should be liable to penalties under both the P.-\P and any Commission
performance standards.

270. Qwest should change the final sentence of the first paragraph in Section
16.0 to read: "Any changes to existing performance measurements and this PAY shall be
by mutual agreement of the parties." This was the original sentence and was changed by
Qwest in its latest submission of the PAP. The Commission should also be able to make
changes to the PAP without Qwest approval.

report. With respect to Section 13.7
271. Qwest did submit comments on this issue in response to Statler's initial

Qwest proposes that the term "same underlying
activity or omission" be used instead of Staffs proposed (and Texas' adopted) "same
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performance." Qwes{ also indicates that if Staff is proposing to eliminate Section 13.7
they would oppose it.

272. Qwest states that Staffs position on this issue was one of the more
troubling pans of Statllls initial report. Qwest states that changes made to the PAP should
not be made without Qwest consent. Staffs recommendation on disputed issue 16
contrasted to Staffs position on PAP changes in issue 14. in issue 16, Staff stated that
mutual consent of the parties was required for RAP changes. Qwest states that federal
law does not support the Staffs recommendation that changes to the PAP can be made
without Qwest's consent. Qwest proposes an approach to this issue which was developed
in the multi~state proceeding. This approach is outlined in the following language which
would be included in Section 16.0 of the PAP:

"Changes shall not be made without Qwest's agreement, except that
disputes as to whether new performance measurements should be added
shall be resolved by one arbitration proceeding conducted pursuant to
Section 5.18.3 at' the SGAT, which shall bind CLEC and Qwest and all
parties to the arbitration and determine what new measures, if any, should
be included in Exhibit K to the SGAT..."

273. Qwest proposes to require CLECs to file for approval of PAP amended
interconnection agreements prior to opting into the PAP. These agreements need only be
tiled with the Commission (and do not need to be approved) in order for CLECs to opt
into the PAP. Qwest also recommends that it begin supplying performance data to the
Commission once the FCC has issued §27l approval, rather than starting on March 2001
since this date has passed.

274. WorldCom did submit comments on this issue in response to_Staffs initial
report, WorldCom requests that Staff require Qwest to begin supplying performance data
to the Commission and to CLECs. WorldCom states that the multi-state QPAP report
reads "The QPAP should therefore require Qwest to provide monthly reports as if the
QPAP had become effective on October i, 2001 ." in Colorado, the Hearing
Commissioner asked that Qwest provide monthly performance reports within 60 days of
the Colorado <:ommission's approval of the CPAP. The method of reporting and the
storage of Qwest's performance data was specified as well, WorldCom asks that the
Commission request that Qwest add the following sentence to the PAP: "The
Commission can modify the PAP without Qwest approval."

275. With respect to Section 13.7, Staff rejects Qwestls new proposed language
("same underlying activity or omission") and continues to recommend "same
performance." Also, Staff clarifies its position by stating that Section 13.7 should not be
removed from the PAP. The removal oil Section 13.7 was never contemplated by Staff.

276. Staff would like to clarify that it will seek mutl"*5 consent on changes to
the PAP. When mutual consent is not possible, the Commission will make the final
recommendation. Staff agrees with WorldCom that Qwest add the following sentences to
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the PAP at the end of the first paragraph of Section l6.0: "The Commission can modify
the PAP without Qwest approval. I-Tc" "Er, the Commission will first seek mutual
consent of the parties. In the event that mutual consent is not possible, the Commission
will make the final recommendation on PAP changes." These sentences should replace
the last sentence in the first paragraph of Section 16.0 which reads: "Any changes to
existing performance measurements in this PAP shall not be made without Qwest's
consent." 8

277. Staff disagrees with Qwest's recommendation that an amended
interconnection agreement be tiled prior to a CLEC opting into the PAP. Staff continues
to support its prior recommendation on this issue. Qwest indicated in its comments on
Stalls initial report that it would be willing to begin making payments to a CLEC when
an amended interconnection agreement is filed with the Commission, as opposed to when
the Commission approves it. This proposal in no way addresses Statlfls concern. -staffs
concern is that the process of negotiating the amendment prior to it being filed with the
Commission may be lengthy and burdensome for the CLECs. Staff would support
including the PAP in interconnection agreements if Qwest would be willing to agree to
the following: .

l) Qwest must tile standard language for the amendment that any and all CLECs
can use that indicates that the CLEC is eligible for payments under the
Arizona PAP. The language must be filed with the Commission at the time
Qwest's modified PAP plan is filed. The language will be subject to
Commission approval after parties have an opportunity to comment on it.

2) For any CLEC that indicates that they want to use the standard language, the
CLEC shall be able to tile the amendment to the interconnection agreement
with the Commission for approval._ The CLEC will be required to send notice
to Qwest that they are opting into the standard language, but Qwest will not be
required to take any action.

3) Qwest will
tiled with the Commission.

begin m21~'inu navments under the P=\P when the amendment is

1 7 8

calculations to the Commission and CLECs following §77i approval.
recommend that Qwest supply monthly
approval. Qwest already supplies monthly performance data ro the Commission. Staff
asks that performance data results for all PIDs be supplied to the Commission and CLECs
beginning with data from March 200i. This data should be supplied to CLECs within 30
days of the approval of the PAP by the Commission. Qwest should supply data in
accordance with its reporting requirements as currently listed in Section 14.0 in the PAP.
Qwest's initial performance data report should include monthly data for the last month for
which 'ate is available and all months between that month and Pvlarch 2001, including
March 2001. The data necessary to make these calculations axis in Qwest's systems

Staff also disawrces tiu west Bevin so ivtnv performance data and PAPD D pp .- a p .
Staff continues to

performance data to the parties prior-to PAP

as Qwest PAP, rcvxsed July 3, 2001, page Zi.
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now. In order to budget for penalty payments and to identify pertOrrnance areas that need
to be . roved, it would be advantageous ro Qwest to make Staffs proposed historical
calculations. Thus, Staff does not believe that our proposal is burdensome on Qwest.
Also, Staff believes that the historical data will breath enhance the effectiveness of the
six-month review. Having the additional data that Staffs proposal would afford would
give the participants in the six-month review much more data to wot with. Additional
data will allow for more informed decision making at the six-month review.

DISPUTED ISSUE NO. 15: D821 Timeliness (PAP - 15)

279. The PAP penalties are calculc l based on data Qwest collects and
analyzes. At regular intervals "performance reports" are made available to the CLECs by
Qwest. Each CLEC receives reports that detail QWeSt'S performance relative to that
CLEC and a report detailing Qwest's performance for the CLEC community as a whole.
(CLECs do not receive reports of Qwest's performance for other CLECs; performance
reports for individual CLECs are considered to be highly confidential.)

280. Performance reports need to be created on a timely Basis in order for any
PAP penalties to be paid out on a timely basis. Also, performance reports need to be
delivered to the CLECs on a timely basis in order for ire CLECs to respond with any
reconciliation issues in a timely fashion.

Summary of Qwest and CLEC Positions

281. Qwest does mention this issue in its tiling on April 5, 2001, Qwest states
in its opening brief that it believes that late reporting of monthly CLEC results will not
cause CLECs harm. Qwest, however, has agreed to pay $500 to the State of Arizona, for
each business day for which a report is past a grace period.

287. WorldCom mentions this issue in its tiling on April 5, 2001, WorldCom
asks that Qwest be liable for a S5000 payment to the State of Arizona for each day past

WorldCom also states that if the reports provided to
CLECs are incomplete or inaccurate, then QWest would be liable for a 81000 payment to
the state for each day past the initial due date. In the event that a CLEC cannot access the
data on which reports are based, then Qwest would be liable for a 31000 payment to
affected CLECs per day until this data is available. This payment would only be required
if Qwest was responsible for the lack of CLEC access. Interest would accrue if Qwest
does not provide payments by the due date. If reports are late, and Qwest pays associated
penalties, Qwest would still be liable for penalties due to poor performance as evidenced
in the reports.

the delivery d . d° fp QF 9 ten~+

283. QweSt maintains that the CLECs have not supported their contention that
CLECs are harmed by late reporting. However, Qwest continues to commit to a penalty
for late reporrg.

a.
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ITS M

284. Qwest did address this issue in its filing on the RO" collaborative. Qwest
mentions chat previous PAP versions omitted a due date on providing CLEm* data ro
CLECs. Qwest will provide data by the last day of the =.h which follows the month
for which data is available. Qwest also asks for a grace pa-.. ~r. five business days. If
Qwest does not comply. then it would make a S500 pa;/m... 'o the State oflArizona for
each business may missed following the Eve day grace period.

"~r

*UT

285. WorldCom filed cormnents on Qwest's ROC proposal. WorldCom does
not support Qwest's contention that its ROC proposed changes resolve this iiiipasse issue.
WorldCom restates its stance as outlined in its opening brief. WorldCom also states that
Qwestls stan:e is not consistent with the Texas PAP. The Texas PAP contains the
following guidelines on reports:

If no reports are filed, 85,000 per day past due

If incomplete reports are Filed, S1,000 per day for each missing
performance results

286. WorldCom also mentions the Colorado Final PAP Report. This report
included a recommendation that Qwest pay interest at twice the one-year treasury rate if
it provides late payments. This report also recommended that if reports are inaccurate,
then Qwest should pay the applicable penalty to the affected CLEC(s) plus a penalty of
fifty percent of the amount in question.

b. Discussion and Staff Recommendation

287. In Staffs Proposed Findings of Fact and Conclusions fLaw, Staff agreed
with the data timeliness penalties as stated in the Texas PAP and supported by the
CLECs.

288 - f`\\1,-=:+ *id "'*'°1it. cornmenfs on ti*i~s issue in response to Staffs initial
report. Qwest recommends a 3500 total payment to the Commission for each business
day a report is past the grace period of five days. Qwest opposes Staffs recommendation
which ostensibly eliminates the grace period. Qwest also opposes StatlFs recommended
late reporting penalties as excessive and states that they are not based on any alleged
harm to the CLEfs.

289. Staff continues to support its prior recommendation. with the Clarification
that the live day grace period for reporting should remain intact. Staff sees no reason to
deviate from the penalty levels that have been in effect in Texas. In response to Qwest's
statement that the penalty levels are excessive and that they are not bas 'd on any alleged
harm to the CLECs, Staff is compelled to point JUL Lat the purpose of the PAP is to
incant Qwest. It is not meant to compensate the eePhs for any alleged harm. Staff will
review the reporting penalties in the six-monih PAL ,

EGISION NG.
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DISPUTED ISSUENO. 16: A.R.S. §40-424 (PAP -161

°90. The PAP is a method by which the Commission will be perlalizing Qwest
due noncompliance. Arizona Statute 40-424, titled "Contempt of Corporation
ffomrnission, penalty," addresses the leveling of penalties by the Commission. Parties
have varying concepts of how this statute applies to the PAP. Below is the text of tl.'s
statute:

*_IJ

A. If any corporation or person fails to observe or comply with any order,
rule, or requirement of the commission or any commissioner, the
corporation or person shall be in contempt of the commission and
shall, after notice and hearing before the commission, be fined by the
commission in an amount not less than one hundred nor more than five
thousand dollars, which shall be recovered as penalties.

B. The remedy prescribed by this article shall be cumulative.

291. Qwest responds to this issue in its opening brief. Qwest states that the
Arizona Corporation Commission is unable to award monetary damages due to its non-
judicial nature. Qwest states that unless Qwest agrees to the imposition of penalty
payments, the Commission is unable to enforce payments under the PAP. Also, any
payments imposed by the Commission cannot be made payable tithe CLECs, but must
be made to the State of Arizona.

292. WorldCom and Z-Tel jointly tiled an opening brief on this issue.
WorldCom and Z-Tel state that the Arizona Corporation Commission is authorized to
enforce PAP penalty payments through the Telecommunications Act of 1996.
WorldCom and Z-Tel state that the Commission should be able to impose penalties
without an Order unless needed as part of a dispute resolution process. Any Arizona
statutes that may restrict the Commission's penalty enforcement powers such as A.R.S.
§40-424)- are not applicable in this proceeding. However..A RS. §40-424 would enable

nm

received by the State of Arizona, not by the CLECs. WorldCom and Z-Tel also state that
these payments would not be due to the penalty provisions in the PP.

the C» 1rnrv~i° ° it~n M 1't*=\"mae pen-:altip~': Qwest . Th es e p en a l t y  p a y m en t s  wo u l d  b e

293. Qwest restates its stance on this issue in its rep iv brief. Qwest believes
that it is only through its agreement to hold to the terms of the PAP, that the Airizoria
Corporation Commission has the ability to impose PAP penalties. According to A.R.S.
§'40-424, the Commission can force Qwest to make PAP penalty payments with Qwest's
agreement. Qwest also states that federal authority to enforce penalty payments under the
Telecommunications Act of 1996 's lacking. Qwest's consent is integral to the
imposition at" F 'iP penalty payments Qwest states that the opening brief of WorldCom
and Z-Tel agrees vsith Qwest that payments must he received by the State of Arizona and
that the payments would not be lie to the penalty provisions of the P #XP .

b. Dis¢a.»i0n and Staff Recommendation

3E(3131@N no.

56



294. In Staffs Proposed Findings of Fact and Conclusions of Law, Staff
supported the CLEC comments. Staff stated that the Commission is adopting this
performance assurance plan under not only State law, but Iilc, Telecommunications Act of

as Furthermore, the PAP is designed largely to ensure Qwestls continued
compliance with the market opening requirements of the Federal Act and Section 271 of
the Federal Act. Therefore, Staff did believe that the Commission has the authority to
institute a PAP which imposes penalties in the event of Qvv'est's noncompliance.

1996 well.

295. Qwest did submit comments on this issue in response to Staffs initial
report. Qwest states that without Qwest consent to the PAP penalties, all penalties must
be made to the State of Arizona. The Commission is not legally able to mandate that
Qwest make penalty payments directly to CLECs. Staff continues to support its prior
recommendation. The Commission may require that Qwest make payments directly to
CLECs absent Qwest's consent.

296. The proposed PAP outlined herein will act to ensure continued compliance
by Qwest Corporation with the Act's market opening measures after Qwest receives 271
authorization." This is important since one factor the FCC examines in 2.71 applications,
is whether there exists adequate measures or incentives for the BOC to continue to satisfy
the requirements of section 271 after entering the long distance market. The FCC has
previously stated that the existence of a satisfactory performance monitoring and
enforcement plan is probative evidence that the BOC will continue to meet its section 271
obligations after such a grant of authority.

297. The Arizona PAP is modeled on the Texas plan, which the FCC has said
would be effective in practice. Bell Atlantic New York Order, 15 FCC Rcd at 4166-67,
Para. 433. The Arizona PAP includes the five characteristics which the FCC considers ro
be substantial' coerce J. the ef"°cti'.-en-:ss of any such plan; i) the potential liability
provides a meaningful and significant incentive to cornplv with the designated
performance standards, 2) the plan contains clearly-articulated. pre-determined measures
and standards, which encompass a comprehensive range of carrier-to-carrier
performance, 3) the plan contains a reasonable structure that is designed ro detect and
sanction poor performance when it occurs, 4) the plan contains a self-executing
mechanism that does not leave the door open unreasonably to litigation and appeal, and

Jo This report rejects any suggestion that Qwesrls implementation of a PAP is an option insofar as Section
271 compliance is concerned. As Ameritech recognized in 1997, without "`concrete, detailed performance
standards and benchmarks for measuring Arneritech's compliance wtlh ms contractual obligations and
impose[ing] penalttcn for noncompliance' Amerltech's statutory nondiscrimination obligations are only

in the: Matter of Application of Ameritech Michigan Pursuant to Section 271 of the
Telecommunication 9 :L al' 1996 to Provide In-Region, InterLATA Servi"'*s in the State of Michigan, CC
Docket No. 97-137, Evaluation of The United States Department of Justice, at EU (June 2*', 1997)
(available at http'i/www.usdoj.govfat*r!public/cotrunents/sec27liameritech, l l47.htrn ) (quoting Ameritech
Brief at 88).

abstractions.

J. Verification of Compliance

57
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5) there exist reasonable assurances that the
Order, in FCC Red at 18558-59, Para. 423.

noted data are accurate. See, SWBT Texas

298.
of Arizona to opt into the PAP, which will become a part of Qwest's SGAT.

Qwest has agreed to allow any and all CLECs operating within the State

299. Staff recommends the following additional conditions:

l ) the PAP will become a part of Qwest's SGAT, and Qwest claims
that its SGAT will be in effect for a period of three years only. The PAP
should not automatically be terminated vvheruif Ll-le Commission approves
Qwest withdrawing its SGAT in Arizona.

2) also, the performance data gathered by Qwest should be forwarded
to the Commission for each month of data. Qwest should submit
performance data, starting with March 70O1, to the Commission.

3) the evaluation of the appropriateness of a proposed PAP should be
performed within the context of the docket opened to evaluate Section *al
issues.

4) the proposed PAP's provisions, if embodied in a SGAT filed by
Qwest and accepted by the Arizona Corporation Commission, will remain
in force regardless of developments in other states unless the Commission
rules otherwise.

300. Staff recommends that the Commission withhold final endorsement of
Qwest's 271 application with the FCC until Qwest has filed a PAP that conforms with all
of StallFs above recommendations and agrees to abide by the provisions of that PAP.

IL CONCLUSIONS oh' LAW'
s

L

l. 47 U,S.C. Section 271 domains the general terms and conditions for BOC
entry into the interLATA marker.

2. Qwest is a public-service corporation with*n the meaning of Article XV of
the Arizona Constitution and A.R.S. Sections 40-281 and 40-282 and the Arizona
Commission has jurisdiction over Qwest.

3. Qwest is a Bell Operating Company as defined in 47 U.S.C. Section 153
and currently may only provide interLATA services originating in any of its in~region

r U.S.C.States (as deiinedin subsection (1)) if the FCC approves the application under 4"
Section 271 (d)(3).

4. The .slzona Commission is 9 "State Commission" as that term is defined
in 47 U.S.C. Section 153(41).

JECISIQN no.
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5. Pursuant to 47 U.S.C. Section 7'/1(d)(2)(B), before making any
determination under this subsection, the FCC is required to consult with the State
Commission of any State that is the subject of the application in order to verify the
compliance of the Bell operating company with the requirements of subsection (c).

6. In order to obtain Section 271 authorization, Qwest must, inter_a1ia, meet
the requirements of Section 271 (c)(2)(B), the Competitive Checklist.

7. The Commission's jurisdiction to adopt this PAP arises under both State
and Federal Law to ensure Qwest's continued compliance with its section 271
obligations, including Competitive Checklist requirements, after it receives Section 27 I
authority from the FCC.

8. The PAP adopted herein provides the necessary assurances that the local
market will remain open after Qwest receives Section 271 authorization.

ECLSIOn NO.
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